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ABSTBACT 

A potentially siiitable job for the college eflucat^a 
blind person is that of an Information Service Expediter (ISE) , an 
occupation which uses t elecoamiiications efuipBient to provide clients 
with inforiation services* A coafGrence waa held to develop specific 
guideliries for the selection, training, and placeaient of blind 
petscns as IS2*s, Papers a.^¥e loped at the conference coTared the 
following areas: selection, training^ placementi. present and futare 
trends^ and job restructyriiig , CEMB) 
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CHAPTER! 
{NTRODUCTION 

During the past 15 years, Increasing numfcers of qualified blind rirsons hove 
bee^ seeking employment In clerical, pafa^pTOfesilonal, beglnnmg pfofessionaU 
ar^d prDfeislonai Jobs. While pb davefopTTnent pf^mmB in the oreai of medical 
transcript-ion,, tht ust of MTST equipni&nir,. and Gampiuter pr^gramynfng have helpad 
to meet the vocatlonai netds of fhls popoSation^ a jubstantQal nunibtr hava been 
unable to obtain suitable employment. For iritonw, there are at the presant tln^a 
an estfmated 4^500 blind students enroiled In 2 and 4 year colleges, and If past 
i^cperionce is a vqIN indicator^ it seems probabla that n laige number of them vw^il! 
exptrience consideirable difficulty in ofataining satUfactory emplayment. 

An Dccupational area whmh appeari to have real potentia! for reiolvlng Oi 
slgnificQrt segmant of this probieni U infDimaflQn Sen/iee Expeditinf (SSE)« Tine 
temn 'Imformation Service Expedifar, m used in this fnooual^ wl II dmmfB a hmmd 
occupational area m which the idartifyiiii fynetlfon conimDo to ail \obs h the use 
the talephone ond other telecQriinnuri TOfforns eqtjipfnent to provide persom served by 
a pdrticy tor ageiney or bgsineis with ©Kplanation; iofanmirtion^ or rtfarml . The 
eKpidiHr, whera appropriate^ smysf also Initiate actSan mqmmd t@ rasoive presenttd 
problems- 

Jobs wifrhin this category would range from Dispatcher^ wh&m inforpiatioin is 
rele/tddlftctly from €mfmBf% to fellow eftipbyae^, through Afrlim Rtiarvatlons 
Clark., \¥hieh hwolves assernbling Q^rimm infomiattori t^ mmat a Qustomer's needs, 
to o Taxpayer SsrvlQ© Rapreiantative, where tht ex^diter is ofteri raqyined to 
©xplain th© application of pol^ Tultsor regulatiom sptclfle situotiom^ arid 
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where appropriofe, to mltlate acHon to faciiitdi-e the resolufion of problems pre- 
sented by callers* For insl-ance, a TaKpoyer Service Repreienf-gtlye !n an Internol 
Ravenua Seryice (IRS) Central Office nnight Qp^rate from a large ttleGommunicaHom 
canter whtre would be handling inQC?ming telephone calls abng with several 
other Taxpayer Service Repreisenfrativei, Calls on an 800 number from all over the 
state are receivtd by the ToK^yer Service Representative in this center, A toKpayar 
might want information on what eKciae taxei are deductable or how profit on the 
sole of 0 houiii is figured^ or he might want asiistange in solving a computotional 
problem that involved the straightforward application of IRS rules^ regulatjDns, or 
polloy. In this situation, the Service Reprtsentativa would provide the cajkr with 
the neoessary Information or assistance. If, however^ a tOKpayer prisented a problam 
which involved complax application of tax law and IRS regulations^ the Service 
Representative would either obtain the ansv/ar from a qualified person In the agency 
Qnd relay It to thi caller, or he would refer thi iaKpayer directly to personnel in 
t\h# agency qualified to deal with his problem. 

The first frraming program for blind ISE's in the United States was initiated at 
Arkansas Enterprises for the Bli^id, in 1967, for tha purpose of preparing Taxpayer 
Service Representatives for the IRS, Since that tinrie, two additiona! programs for 
training blind ISE's have been astabllshed, ona In Ft* Layderdole^ and one in Los 
Angaias by the Social Seaurity Administrafrian (SSA) to train Custonrier Sarviea Rep- 
resantatfves for that agency. As a result of group placement progrsms developed 
by tha Rehobilitation Sarvkei Administration sfoff^ including Offica for tha Blind 
and Visually Hcndicappad In cooparation with 3 federal agenclei, approximately 
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300 blind and visually handicapped persons had been enipbyed as fSE's by Januarys, , 
1975. 

As of thaf time, fhe IRS had employed 105 Toxpa/er Semee Ripresentotlves, 
with expectations frbat this number will be iner^asad \q 140 within the next few 
moiriths. The SSA had 153 Sen/ice Representatives and planned to eKpand this to up- 
wards of 250, The U.S* Civil Serviee Commission currently has 26 Information 
SpaciaiUts;, However^ because this program Is ralafively new and the d! strict offiQas 
much smalier, it h difficuii to give numeneal estimates concerning rate of growth. 

The slgnlfic^Jriee of this achiavennent lies not only in the employment it has 
provided for a nunnber of blind persons, but nnora importonfrly in the posslbilitias 
St ^tsas for extending simi lor programs of job devebpmert and placament toother 
and perhaps mora productive areas. For instance^ it is apparent that many other 
federal agencies must utilise computers and other tfiecommunicationi equipment 
to meat the information service demands placed upon tham by the vast numbers of 
consumers they rmust i^we* The same is true of state and municipal govarnments 
and there is on even g:reoter variaty and scope of similar systems in the private 
sector. 

The empteyiMrt pptertial for blind persoris in this untapped i©b-rich territory 
appears to be grOTtir frihan tha* found In any other Qccupatlon in the professional/ 
technical area. To fod Utate its development, the staff of the Placement Counselor 
Training program of the Rehabilitation Inititute, Southern Illinois University, 
Carbondale, proposed that a working conference b€ h#|d. Through §yeh a confer- 
ence the knowledgai and axpertende galntd by the irapbylng Qgencits, training 
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facilities/ the reahbilitation counmlor, and the blind and visually handicapped who 
have batn trained and placed, aftsr being analyzed and evaluated, could be used to 
davelap specific gurdalines for the selection, training, and placement of blind per- 
ioni as ISE*s. Thaie guidelines should be designed to provide maKimum help: 

1 , to the reh jbi! itafion eounselor in the placing and decision-making prDcess 
v/ith his client 

2, fo the vocational training facilities In the ^tstabliihing of admiiiron criteria 
and curriQulum development and in the setting of acceptable achievement 
levels for course cpmpletion, and 

3, fo the employing agency in deterr*/ning what, if any, job modifications will 
be required^ %hat special needs the blind employee may have, and what 
assistance m^y be expected from the rehobilitotion CQunseior in resolving 
any problems • 

Not only should these guidelines CDnt/lbute to the more effective selectSon^ training, 
fond placement of ISE^s in the 3 employment areas already established, but they should 
olsD provide a sound basis for the eKpansion of this employment opportunity to other 
gaviernmental agencies and particularly to private industry where the potential is 
aimost unlimited. 

This propc^al was funded by grant ^45«P-81060/5'*01 from the Department of 
Health, Education, and Welfare, and on August 12, 1974,. an advisory cQmmiftee 
mat In St, Louisto develop specific plans for the working aanference. As a result 
of this meeting, task forces each consisting of from 3 5 members and each with an 
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advisory committee mamber serving as the tcssk force leader, were assigned to cover 
the following areas: Selection, Tralnir\g, Placement, Present & Future Trends, and 
Job Restructuring, The members of each task force wrote papers on selected topics 
within their given subject area, and the task force leadars wrote introductory state- 
nts. These papers were then distributed to all members of each task force for 
and comment, and revised papers were then redistributed. All task force 
members together with the proiect director, coordinators, and consultonts met in 
Carbondale for the working conference which was held Jonuary 27 - 30, 1975. Each 
paper was read to the astembled conference and each task force then worked on in- 
corporating luggested revisions and additions. The resulting papers were then turned 
over to the proiect director for final editing and publication. 
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IntToduction 

This chapter develops guideHnes for the selection of blind Individuals for 
vocational training as Information Service Expeditors (ISE), It covers: 
Assessing vocational troining readiness 
Required aptitude, I'ritarast, and motivntion 
Required skills of blindness 
Job ski! Is required 

Prior to considering ihe quanfications of specific clients, the counselor 
must have a functional knowledge of the procedures through whJch vocational 
evoluafion, training, certification, and placement are initiated, since these 
vary somewhat from empioyer to employer. In order to Identify and clarify 
these differences, t le counseior should obtain answers to the following questions^ 
Is prior Intervtew and/or commitment for employment required before admission? 
Is Q specific iob in a specific location to be committed prior to vacational eval- 
uation or framing? Upon what specific factors is the commitment contingent? 
How many days or weeks are required for vocational evaluation? VMat agency 
provides evaluotion services? Is training to be on the job or through a formal 
course? What are the tuition, maintenance, and equipment costs? 

The counstlor must be able to provide the client a clear understanding of 
just what Is entailed in the job of Information Service Expeditor. In what type 
of activity will he be engaged? What will the work snvlronment be? WTiat 
compensation can he expect? What are the chances for pramotion? The client 

10 



8 



should understdnd that unless an ISE job is availoble in his home community, he 
will have to relocate. If he is unwilling to make such a move, some . .ner 
vocational objective should be explored. 

Assessing Voe otional Troining Reqdiness 

Assessment occurs at three levels. The first is a general awarentsi of the 
qualities netded to successfully complete training, an awareness which the coun- 
selor has at the back of his mind constantly as he considers his cose load. During 
tSSa Initial period, the counselor may consider the personal skills, psychological 
requisites, physical stamina demands, voco.'onal ikills, and the maturit-y expected 
of an ISE. He will be thinking oh ut minimum age, social and Interactional skills, 
O and M sklMs in terms of efficiency, effectiveness, safety and grace, academic 
background and minimum work experience requirements. He needs to know the 
client's perional management and self-care skills, his speech, language, hearing 
and listening skills, his typing speed and accuracy, and how these relate to comple 
tion of formi, his ability to use arithmetic, his "meet-and-deal" and telephone 
skills. 

The blind persons on the counselor's case load are In varying statuses in 
movement toward rehabilitation. He tentatively identtfles potential candidates, 
matching the qualities of the client to the demand-^ of the job. 

At the second level of aisessment, the courwelor will use all availoble 
local diognoftic and reporting resources to develop case records of each poten- 
tial candidatB, covering psychological , social, educational, medical, and 
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yocafionai factors. Where □ specific weakness Is iJenHfUclut thU leva! of 
Qiitssment, an effort should be made fo correct it before sending the client for 
formal evaluation. Selected prersons should have demonitrated relevant intftreit 
and mature abilities in giving information or solving problems with othera and 
shDuld be able and willing to verbalize efficiently and effectively by telephone. 

Once the CDunselor completes his initial prDfessional judgment thct a 
certain client is an apprDpriate nominee, it Is timely for open, direct^ cohscious^ 
and active client involvement in the asseiiment procesi- The counse lor gives 
the potential nominee ajl information about the ISE job: 

a. EligibiSity requirementi for admission into evqluation and training 

b. Possible job iDcationi 

c* Probable salary end other job benefits 

d. Poislbilitigs for [ob advancement 

e. Details regording support and assistance to be prsvided by the vocational 
rahabilitation counselor and/or agency 

f . Financial responsibilities of agency^ client^ and others 

Whanever it is possible, arrangements should be made for the diint to visit 
the office in which he li seeking employment and to participate in an interview 
with his prospective employer, Thii procedure is of course mandatory in th^ 
case of certain ISE training courses which require commitment for employment 
prior to evaluation or prior to training. In such on interview, candsr in iKpras- 
lion of thoughts and ftelings by both the client and employer will bm most 
facilitative of their mutual interasts, 
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h\ 1 Qwf ng 0 favorable reaction dyrins such an infervf evy ^ qr*ipl^ opportunly 
^hot#ld Mallowid br th# cl krit discuss the ISE apti on ^ifln apprspncte mam- 
biff of his fern I ly prior the final dacislcn^ Finally^ %vm fhoLjgh the cDunsebr^ 
tht client and tha appr^priaii nnanfiben of hU family^ md the pp^tantial inriployar 
m Inaeri^mart fhat th€c! ient ihouNbaa nomhei for ISE trQiriir>g, It still 
fnusf'be tnqdi aliar that the actual pldctmnt or tb« feb isccntlng^nfr upgrn ffis 
client*! ^uocissful c&mplition of froining - 

For fneiny post tbni, th^ra Issflll flnpthafl^vel of ciiessmirir duririg vyhicli 
VQc^tioricil readiness mi^t be verified in ^ qompfahensi Vi rahcbil itation oanfer 
hy ^ tea^ profmuicm \u During tli if s^gl uaflon^ the iNills, c*bil Ities^ and 
bahipviprof thaaliintaraconipared fcmfnirral norms for the ISE trcainiiig coLirie 
und^r wnsidiration* Oi\$n a client 1$ teund ha^s ^xa^llant po^^nfio! buf a 
skl| i daf icif prcQludw his recdi ras^ f^r innfnediaii fraining. j^ppropriafi parsiDno 1 
eid|tJstm^nfr andjor pre-ysaatlonal fro! nihs f^cusid m fhesi defic^ite^ v/ith ongolrig 
ivqluQtl on^ Qanprapara thisci lantfopfth^ ISE rraining course ir» a fcrief period 
of t inii * 

SDrriO $f## rafiabilit'otian agencies, prior fa making flnei! detarfTiirtction 
on v^hiffiir to sand a client for training ©-valuaHon^ nrilghtra^uiri f^oniineas to 
cotTifl^W ona nnonth pral Itriiriar)^ isr^luciHon fr l-hiir CDnipr^i'enslvi r^hab-* 
lllt^tion ctPttrSi This cilbvvi ^f^^rMnity f&r thi c lient w v his intarelf 

in ttia ISE I eb and parmiiti him to dimeretrat^ hf s skills Itval ove^r a ptriod of 
tirn^ rnw^i t^^arly riprasenting his bisf functi^ usual life ify^li. Since 

ivaluoM^n do« npf occur ir^ iidafiort fro^m HQining; skilli Impr^vs ai^^l 
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knowlidpe if^cra^sis Inrnoif instances during tfi^vaeationa! €valiJafiDn phase. 
Other Qg uncial require v^oeafbna I evelu^Hoti ina fihcbilitatlsri centar for 
orily a fe'^v d^yi^ 

Ir SLpfflftiary^ the preliminary ccse I otfd screening by fN counsilory and client 
Qssassmr^tbyr th^ coyriselor end his c! lent Qr« c?tf vita! imporfcnc^; approprmta^ 
aativa, o pni^iou^ |oif^f pcrK ei^Hpn ©f elitnt and CQu^nselor ora aisentfal* The 
rahabilitcitionaer5t^r voQcHanal i\ralucHon v^lth th^ cliint over araai&nable length 
of tinr>^ (cis fhcjch snie nnonfh) Is aho m^f e^SinHa I to valideifa th Q\\mnf-% choica 
and his r^adj nisi # |5E voactlonal trairring* 

AsJassIng^ Apf ItAjy^ Ir^ter^st end MoHv^otj^on 

rNr^ii tisifnipl^^ eaiy^aMwertotb^qWitioni "VVhat ii required in the 
araoi sf ^ptifmjda^. interest, and mptivati^r In order tp faeecnfie a successful ISE?" 
H^>yaV6f^ thiSob^^rva^iQin is merely an i)ctir«i©rQFth^ mora global stor^ament 
that thar# ii no t^sy a^^v/er tesitriilar ^u^tiipni cb^^ut tfiny profissfonal or semi^ 
profissiorKl aw^fi 

If is ^siunid ^hat th© iSE J&b r^ulrts at le«t tlie foll^vving^ In varying 
buf lignlff QPrt^ d^grie^: 

/At j^flst cfnopderctely high ievil of ce^dinnio legrnlng qfaility^ the 
kind qF ^iilif7 n^ided far iuece^ iri m«t s^chools and Lall^ges* It is 
niQ^isry' for thp worker to scqui re a ?n<iis of f nf^rmafiorii to m^ntQl ly 
^rgainii^ that inftrmatleri^ and tob^obli fo recall ft upen demand; iri 
mohy'of t^ha j^bs then ha ipecicil r^qjlrerriint for skill fii mathematics 
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or, ot leost, skill in dealing with number relotionships. 

2. Analytical and logical thinking. In many cmm fhi problem prssenl-ed 
to the ISE tnust be onaly^ed and clarifiad before an appropriate resRonse 
can be made, and in iome cases, the rtal problem !$ much more complex 
than the contact question implies. 

3. Judgmtnt in relating the annassed Information to the defined problem. 
Frequently there ts more than one woy to solve the probUni; the ISE 
fnust choose the simplest but most effective way in ternis of both 
Immedsate and long-terni iffects. 

4. Exprwsive skills which enable the 'SE clearly to state ths answer. It 

is of little value that he reach the right conclusion if he cannot commg- 
nicaN it effectively to people of very varied levels of understanding, 

5. A combination of personal warinth with teaching and persuasive ability. 
The consumer's problem Is not solved until he feels that he has received 
sound advice from someone who not only kneW the relevant facts, but 
whoolso cared abowt htm. There is an important inter-personal equation 
h«r*, in some cases,, col l«ts may be very upset and hostile,- and the 

ISE must be able to meet this situation with controlled emotion. 

Of thess five characturistics, ^ycholcgical tesh nam be ejcpected to provide 
regsorMbly accurate measurement of only the academic ability. We will consider 
the possible confributions of (a) psychological tMti, (b) the client's history, (c) 
The Interview/ and (d) situational testing, 
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□ , Psychological Tests! 

In generoi, the attitude of agencies empbyfng the ISE has bmmn thot thay 
want mantelly superior pa©ple* This mmkm %mmB, although pesstbly m gmBro) 
grounds rather than on grounds tpseific tei the job, All r©saa?eh on Wmd ptDplf ^ 
and mmt research on sighted workers shows a poiTtivs relationship bafv^eelt verbal 
IQ and success, Howay^r, we do not know jtist how high that SCj shQuld ba^ ond 
a study of the relationship betwean the WAlS yirbal IQ and succass as m ISE 
might help clarify this pointy provided syifFiclant number of criterlDfi |abs with 
similcir job content can be identified. An aKtensiye study of the relatior^hip 
batween other test data and job success Is not recommended becauie the tests 
used have varied too widely and hove bean admlnistarad under poorly dafinad 
eondltjons. 

Meanwhile^ it U suggested that tha counselor think not In tsrms of IQ alone, 
but In terms of whether he believes the cliant under consldergtion could sucoted 
with moderately complex training, such as that received in the first couple of 
yaars of a college of moderate difflGulty. Of course, if the client has alraady 
succaadad, the decision at this point is easy. 

in cdtalDgues of ^ychologicol t^ts, om can find ollagad measure of logiecil 
and analytical thinking and of |udgmant. Most of them era academic axarclies 
whoii content sho¥^ no "face validity" for the ISE's work; mt^t have norfns bdstd 
only on college students; often there Is no validity, for some are so old that tha 
itara are sadly dated. Yat there is a persistant, if small, faith among test-orla^ted 
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^ychol^ists thaf mm could devise a scriitnfr^ for logical faissooijig amd (udgrnimt. 
The Qtfmmpf fo dtvise %mh o tStst ip^clficdlly for tha ISI mai lti study , parhepi mt 
fhm level of □ doctDral dSsiertaHDn, 

hAm%m^$ infarait Gbound in fssfr eaf^it^gue^ and use of sych a tasf" before 
fh© eoumiitor fr^lliei a rtcomma^dgtion of fh© ISE mwmr could b# fislpf^t^ 
notai a scrtan byt a couniallr^ Initrumfnf* One woyld escpict' thi topp)(r ISE 
to icort high on larvlce and/or pai^uQilve intewts iinei goritMt with patpte 
it at fti# hmrf of tht job*, CamimunicottM skUli^ perhQpi ripreiarif id bf oi 
literary interest, end work with figurai, parhaf^ rapwentad by a cpfmput^tbTOl 
and/or clef icci lr#©rest, would ho moderataly imp©rtent* Hweyir, fhi gr^atet 
value of the interest inventofy might be its mpmlng of very high "mtereiti ^h'mh 
do not Ot Into thm work of the ISE^ luch ©f high scientific or ovfdmr imerasts* 
V/htn these appear^ the counselor has a respar^ibility to clarify with his cJient 
the fmf that soma of his p^itive intereits ore not part of tha ISE job^ and fo 
determine whether the cllant can find - or hoi clrtedy found - other %mrm^ of 
idtiifactfon for these Intereits, If the counsebr Is cor^lstantly successful in 
htjping the client to recDgniie maturely this divergence between the thf 9$ he 
lov^ to do and the conteiit oi Srhe ISI fob^ one hopei thoff dropouif would be 
minimiEed. 

There ii no stancfard ^ychologlcal test of oral expra^fve abillt)^ ^vith ralevanca 
hare ^3 but def^rtments of speech and communication might have sennathing to 
isontribute in qria^ In most cQses, the more natural relationship of the [fiterview 
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afferdj a baHer m^am of tassessSng this ability. 

No psycliologlcal test can provide ony effective memvre of fnof'ivfltion, 
althoygh w% assume people will work border ot taifes which fit th«lr strong 
inNr«sts. Sadly, tfiis is not olwoys true. 

b. Analysis of the flppflGont'l history: 

The most carefw! (oridl completa review of thm fSE oppilcant's history Is 
strongly urgad. AUhm^ n^t 100% occurate, the hmif predictsr of the fufur© 
H what fhm clleiJt has done In th« post. StaHstleol anelyifs li not recommended 
for ttie relotionshlps between Individual Items in the history and ISE sgceess,^ a 
fflore useful approach would feetuve an evaSuaf-ion of the totot history b)/ some- 
om with clinical insitht and an understanding of the specie l effeets of bllndnass. 
Thii pe^on rnlght well be thm competent rehabllitatldn. eou^tlor who, in making 
i4ils evaluation, should give particular attention to th© folbwing: 

1 . Good grades threyugheut schooling, Thes« shculd bi evidenee of 
learning Qbility, regardless of IQ. 

2 . The desire for suec«s. Is thm i ndivldual will Ing to be Involved in 
competitive situotlorw ond to work hard within that franiework so 
that h« h« received focognltlon, whittier It Is for de^ring, siftf ing, 
athleticij, etc, 7 

3. Parsistence. DrlWng from one ocrfvity to another, from one school to 
another, from one fob to ofic^ther, is a poor predictor of the appiicanf-'s 
stayir^q with the iSE trolnllfig and employment. 
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4. Liking f&r and sueMSS with communication sityaHons* Has the applieant 
done selling^, be#n a committta ehairman or an elaefecf Isadir? Has he 
put hifmelf mim% waU anough to bt chosen by othari? H« ha inspirad 
confldenGe in thDsa arwnd hlrn ? 

5, Evidena© of the taaching-halping relGtiomhIp, Has ha bmn a Sunday 
Sch^o! taachar^ halped with young children^ gr ganerally found satis- 
faction In helping afhrnml Helping in ways which raquira axplanatlan 
and communicatlQn ihpuld haya priority. 

6u RaconimindqfiWns by taachars and former employars. Do thay ragard 
hlrn m a depandabla^ ihqrd-workis n parsani who doai his bast? 

a, Tha I nterviaw: 

This procasi is probobly th@ moit signiffcaftf in fha initloS lalaation ol tha 
ISE, Hmm, tha eppaoranca^ manner^ spiech^ and avert ptnonality of tha indi- 
vidgal must ba ^assad, not only for tf-hair valua on the j©b but far what thay 
eofiimynicata abou t tha panon ^ 

An axparlariGad and hlglily ikilltd employrrianf intarviawar who is camfortoble 
with blindn^ U naadad* The intarviav/er sbould further preba tha individual-i 
hhfmy with concern for the iIk araoi |i^t llstad. In addition, tha sidllad intar- 
viay/ar mn mmk avldaneei of Sr^lght, judgoient^ capaalty t© deal with prablami 
wltheyt of atnotSonal coptroll^ ate* 

Indootri nation with r^ofd to blindnass arad gpod rehabilitation attitudes 
omild be vmtj helpful to thMa inf#n/law^i^ and ii itrongly racornmandad, 
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d. SUuatlonol Testirig: 

Since so mmy of thm qualities required for success as an !SE cannot be 
evaluated by itsndard tests and since th» clierit may fiave had little opporlunity 
to demonstrate these qualitiei in the pas*, there could be ycliue In devising a 
work sample or situofional test for the screening process. This test would simu- 
kite the real working tt?- * but not call upon socialized knowiedge which 
fhm applicant, naturalfy^ would lack. It could involve fhm presentaHon of one 
or more problems byone or more "coniumips." The probfims would have to be 
carefully devised and defined and one or more persorw trained to act as '"consumers 
trained to present the pfoblem In a standard way and react In prescribed ways to 
the applicanit's possible rtsponsas. Since this could be dont by telephone, it 
would not be necessary to have a large nunnber of penons trained in this way; 
indeed, it would be bait if the same SFftoll g? oup undertook all such testing con- 
ducted anywhere in the country. The test conversations could be recorded and 
later evaluated along predetermined scales. 

Assessing Skills of PenBonal Monagement 

Here, again, It is ntcessary to recognize a wide variation In the demands 
of different training and work settings. Thus, It Is Important for the counselor 
to determrne just whet will be required In the parffculer training setting to 
which he plarw to send the blind Individual. In ganeraU the client must possess 
the Ingenuity^ resoufeefulne^, and self -c oof Idtnc* neceisary to d«al effectively 
with the complej? problems normally encountered by o blind person working and 
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nvlng in a sighted ©nvironment. The specific skills of personal management 
for vvhieh the coumtlors should check might include the follov/Ingi 
a, DimQnstrqted mobility and orientation skills sufficient to 

1 , Function indapendently in the work tnvirDnmant, This aspect 
Includes the use sf facilities normally found In office buildings. 

2, Get to and from work reliably withQut undue stress* 

3. Cope with and handle the mobility needs incident to his pattern 
of daily living and social activitlei. 

b* Demonstrated ability In persona! grooming to assure neat and appro" 
priate appearance. The counselor may need to question how the client 
will identify and CDordinQte clothing^ keep his clothing clean and In 
repair* 

Acceptable SDsiol and table etiquette^ 
d* Ability to sign checks^ oppilcations, and other frequantly used forms 

and docunnents in a csniistent and racognixoble manner, 
e. Demonstrated ability to handle ordinary financial transactians^ including 

the ability to identify coins and paper money • 
f* Ability to usa lome form ©f irecording equipment* 

Assessing Job Skills and Ph^^ical Demands 

Variation among jobs is great; since some employtrs may set different 
requirement in terms of aga^ education^ trainir^ and eKptriance^ it is the 
cDurselor's respamlbility to acquaint himself with th^e difftrinces. Here, 
It Is p^lbie to suflfgest only a few minimum standards for al 1 ISf fe^* 
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Physical and r©!ofed rfquirements Includs: 

U PhyslGQl stamina fo work a ful I day period for five days a wasN on 
a regular bails. 

2. Fraadem from any spaech problani or Impedimtnt which vvQuld pre-- 
vent the develppmant of a clear ond plaasant telephone mciriner. 

3* Freedom from any hearing problarri which would hinder effactlva 
use of the talephone* 

4. Adequate dexterity and coordlnafion fo operate Multi-Lfne Tale- 
phone squlpment^ to take notai^ and to locate and use reference 
matariaU as a part of a contlnuoui Integrated operation, 

CommuniCQtlon and ralatad ikfllsi 

U Ability to write lagible braille with slate and styMusat a mlnifnum 
rate of 12 words per minute, or to make legible long hand no. ji# 

2, Ability to read 12th grade level rneferlal In grade 2 braille at a 
mininfium rate of 60 words per minuta with a comprehenilon level 
of 85%, or ability to read Ink print, if neoeisary by use of a 
visual aid^ at the same minlmurn rota and level of comprehiriiion* 

3# Some ISE jobs require the ability to perform arithmetieal compu- 
tation * 

4* Ability to meat and deal effectively with the general public, 
ihowing poise, social judgmant^ and adequate verbal ability to 
exprisi himself, 

5^ Ability to spell at on acceptable bi^iness level. 
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6, Ability to eornpw and type a eleor and aeeurate hmlmm letter. 

7, Abilfty fro fill out form raqulrad in th© porticuler ISE job. An 
acceptoble fast would be the oblllty to fUl out o cheok on tha 
ty^wrlter, 

8, Ability to maintain reference files and l^ate specific materlcils 
rapidly^ 
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Introduetion 

A mQ|or raason for the suecess of tha blind In inforfnation service expeditrng 
occupaHom in tha Ftdaral Govarnment has bttn the training given these indivl- 
djcis« If we are to build on these suaetsses and open new areas fo the blind^ we 
muisf make sura that all aspects of the training effort equal or exceed the standards 
set by exiiting programs* This chapter will deal with the following aspects of 
training: 

Outcome objectives 
Methods and aurriculum 
Training resources 
On-going trainir^ needs 

Discusiion of these areas will provide solid guidelines for counselprs so they 
tray avaluate training programs and determine whether or not the progranri meets 
th#tr clients' needs and abilities. 

Outcofna Objectives 

There is oiia school of thought which holds that the function of education Is 
to "change behavior," While there is seme controversy regardlhg this point of view, 
ft may be useful to co^ider Information Service Expediting {ISE) training ob|ectives 
in terrm of what the trainee will b^ able to do upon completion of tha training pr©" 
gram that he wci not able to do before. With this in mind, the following ob|ectives 
will be discussed I 
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a , facts 

b. procedurM 

e, communiceH&n skills 

2, Orientation to v/srk environment 
Q, work habits 

b* interpafsanal skills 

3, Evaluati&n of training eourse 
a* matiirials 

b, methods 

Th# primary objective of ISE training is that upon completion of the program 
the amployea will be abU^ with little or no assistanoti. to answer varied and complax 
questions addressed to tha agency ha ii representing. He will do this ?n a fnanner 
which is alwo)^ courteoui^ helpful^ and informative. While most callers will be 
iimply requestfng information or assistance^ the ISE rnuit also be prepared tc^ deal with 
callers whose attitude may range from mildly defensive t© abusively angry ^ Sh# or he 
may be called upon to ejcireisa great tact and patience while dealing with calUrs vrh^ 
are experiencing swie ^motianal stress. 

The primary ob|ectivi of ISE training can be broken down into tw© part$# The 
acquisition of in-depth pro^ranfi knowledge is probably th<i area to which mm^ of thi 
training time will be devoted. This aspect of training involves both the iMrrting of 
cowiplex foctual materlQl , and the methoA and procedural necewry to carry out tha 
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minion of the agency in the most efficient manner possible. The expediter must also 
have the ability to think l^ically in applying those facts and procedures which are 
pertinent to the case at hand. 

This ability should be supplemented by competence In the following interper- 
sonal areas: interviewing skilU, patience, insight, compassion, and a desire to help. 
Some of these characteristics cannot be mastered in a brief training period, but must 
be a function of the selection process. However^ the skills of active listening and 
clear thinking can be amplified and improved during the training period. Many per- 
sons who call are somewhat inarticulate and have difficulty phrasing questions which 
communicate their needs. In this situation, ,actful persistence and a perceptive and 
patient attitude on the part of the ISE ore required to elicit enough information from 
the caller to solve his problem* One ISE has a sign posted on his desk which states, 
"We will answer your question even If you dbn*t know what your question is!" This 
kind of attitude is certainly a valuable outcome objective. 

Another objective of the training program is to facilitate the development of 
certain desirable behaviors common to all Jobs and all employees. For instance^ 
depandability is encouraged by reinforcement of reguiar work habits and progress in 
this area Is asiassed In terms of such behaviors as frequency of absences and prompt- 
ness in arriving at work and returning from coffee breaks and lunch periods. 

The trainee^ Interpei^ona! skills are also being continuously observed and eval- 
uated through qutitions such as the following: Does he make a positive contribution 
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to the class morale, or does he offend other members with his omniscient attitude? 
Is he cooperative and heipfyl, or beUgerent and impatient with s!ov/er students? 
Does he insist on being the center of attention, constantly intermpting the class with 
frivolous comments, or does he take his task seriously? 

If the trainee exhibits problem behavior in these areas, the training period is 
the time to deal with them by making sure the trainee knows what is expected of him^^ 
by counseling those individuals who have problems or, if all else fails, by temriinat= 
ing the trainee who does not measure up. 

In some Instances the trainee may have physical disabilities in addition to blind^ 
ness. These disabilities may Impose an additional handicap on his ability to function 
on \hm job. The training period gives the instructor an opportunity to observe these 
difficulties and perhaps to find ways in which the job and/or work environment can 
be modified to minimiza the difficulties. 

We must also consider outcome objectives In temis of the training course, ntate- 
rials, and equipment. It Is unlikely that there Is any training program in aMisrenoe 
which cannot be Improved, The instmctor should conitantly be alert to any weak 
areas In his course outline and materially The students can be very helpful In this 
respect! Many perceptive and useful suggestions will come from the trainees, and 
each should be carefully weighed and evaluated^ 

The growth and Increased competence of the instructor as well as the greater 
relevance and usefijiness of the training course are an important training abjective. 
There must be provision for evaluation and appraisal of these factors. While many 
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area$ in need of improvament can b« noted during training, the truest measure of the 

success of any job training program is employee performance on the job after the train- 
ing is completed. Thus, ^riodic feedback regarding employee performanr.o is assential I 

Just as the employer has expectations concerning the trainee, the trainee has on 
equal right to certain expectations concerning his empioyment. The employer has a 
right to expect the blind trainee to perform as efficiently as sighted employees doing 
the same work, and to adhere to ull rules and follow the same standard of conduct as 
other employees. On the other hand^ the trainee has the right to expect that his 
abilities and performance will be evaluated without reference to his disability, and 
that he will have the same opportunity for advancement md reec^nltion as his fellow 
employees. The counselor and the training facility can enhance the trainee's chance 
of succeMfuf employment by helping clarify for both employer and employee, the 
ecpectotlore to which each is entitlsd. 

Training Metho ds and Curriculum 

Training the blind as iSi's may Involve a greater variety of teaching techniques, 
but the curriculum and study areas remain the same as for training sighted employees. 
The curriculum should include a presentation of factual data concerning relevant 
procedures, policiei, and materials of the agency In which the ISE job is located, an 
overview of basic operating procedures, and an enhancement of communication skills. 

The actual presentation of the factual data should be nwde In a variety of ways 
to stimulate Interest and thereby enhance learning efficiency. Repetition and drill are 
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necessary training techniques since many reference materials are unavailable in 
braille, and must therefore be memorized. In this situation, the instructional pro- 
cess might involve the presentation of this dara first by means of a taped feading, 
followed by a lecture, and accompanied by a braille outline. 

With respect to operating procedurei, It can be assumed that trainees generally 
will possess skills needed In this area at the time they enter the program and the 
training will be designed to heighten ond focus these skills. For instance, typing 
efficiency may be increased through the use of "key sheets" which provide tactual 
ntation to forms thot must be tyf»d. The trainee must also become acquainted 
ith the special equipment, particular to the agency for which he will work, such 
OS telephones or computer terminals. On-site training in an appropriate training 
office near the major training facility provides the trainee with fii^t-hand experi- 
ence in the use of special equipment and is the most effective technique for devel- 
oping his skills in this area. 

Though factual information and operating procedures are basic aspects of !SE, 
the essence of the job is communication. Thus, the curriculum of the training pro- 
gram must include the area of communicatior^ skills. Methods for developing 
communication skills might include the Xerox Corporation's course on Effective 
Listening. Role-playing exercises and the critiquing of one's own and other's inter- 
views are also valuable teaching techniques. Again, on-site training offers the 
trainee the opportunity to master these skills through the observation of othere and 
through actual performance of the skills. 
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The basic 3-fD!d cyrricuium fo!^ the ISE training program ean be enhanced through 
the use of meaningful and Innovative training methods. The result of such training is 
an ISE who functisi'm knowledgabiy and efficiently in his position. 

Training Resources 

It Is obvious that most Iniividuals would prefer training in their own city. How- 
aver^ wbtn this is not possible, the counselor should obtain from the training fcsility 
information on nearby housing^ public transportation, medical facilities, and other 
supportive services. 

It IS extreniely important that financial jssistance or funding be worked out in 
advance of the trainees' arrival. 

In addition, there must be adequate work space for each trainee. Including space 
for equipment such as braiiler, typewriter, recorder, and embossed books. Ideally, 
the location should provide for classroom training end on-site training. The minima! 
requirements of the trainir^ site should meet all the local criteria for space, heating, 
ventilation^ rest rooms, floor space, and safety. 

Specific materials needed in braille can be prepared by the following sources. 
(The list U definitely not aU-^iiiclu^lve.) 

K Atlanta Georgia Public School System 
State Department of Education 
Special Education Pr^ram 
State Office Building 
Atlanta, GA 30334 
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2, National BrQilla Press 
88 Sn Stephen Street 
&D$lon, MA 02115 

3* African Printing House for the Blind^ Inc. 
1839 Frankfort Avenue 
Louisville, KY 40206 

4. Braille Institute of Amarica 
741 Vermont Avenue 
Los Angeles, CA 90029 

5. Volunteer Services for the Blind, InCt 
332 South Thirteenth Street 
Phiiadalphia, PA 19107 

6* Protestant Guild for tha Blind 
456 Belmont Street 
Watertown, MA 02172 

An on-line computer translator ii now in operation at the University of Arkansas 
Medical Center. It may be aooessed from any point in the country using standard 
telephone lines and a computer terminaL 

In^ addition, **Dot Sys. Ill, a portable Brai Me Translator" is available for use on 
many existing computer systems from the MITRE Corporation* 

For ismited amounts of braille, local volunteer groups can be utilised along with 
tha old standby, the braille writer ond the thermaform machine. 

Large print may be obtained from many sources all over the country. A large 
print typewriter can larve the pyr^se even more Immediately and less expeniively. 

Cosiette tapes, recordei^, and duplicators ore almost an indiipensable source of 
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information input and sharing among a group of trainees, ond for axpediting the 
t©ta! process, a tape dupiScc^tor shoutd be seriously confidte-sd. 

Ideally, each trainee shpuid be supplied with the lotiDwing equipment as ap- 
pliedble* 

1 , Brailie writer 

2, Siate & itylui^ brairie paper, nofeboob or binders 

3, Typewriter 

4p Casietta recorders 

5. Topes 

6. Light pfDbas 

7. Mathematicol aides 

8. Assortmant of optica! aides 

9. Canes 

10. Roll-O-Dex fllas 

1 1 * Signature guides 

O nffping Training 

Whan the client has complatad training ond is working as an ISE in a specific 
agency, It is Important that the trainir^ facility and/or tha amploying agency, 
continua to provide him with materials that con faciiitota more effa«iiv© performance 
on tha job. Such materiali would include additions to or reviiioni of pQlicy, proce- 
dures, rules or regulations. It might also include a regularly issued newsletter or 
buUatin. Thli material could be made dvaiSsbb in braille^ lorga print, or tape 
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cassette. The impsrtant point Is that the form in which it will be produced should 
be determined by the needs of the user and not by the convenience of the training 
facility or the agency. In any well run organization there wil! yf course be in- 
office and in-service training which will be available to the blind employee. 

While the relationship between i'he new employee and his supervisor ii a key 
factor in determining the kind of learning and development that will occur on the 
job, it is important that the rehabilitation counselor maintain a fol'ow-op relation- 
sMp with the employee and the supervisor. He would then be available to provide 
consultation or cDunseHng in the case of a problem that was not being resolved on 
the job, or where it appeared that the only resolution acceptable to the agency was 
retraining or termination. 
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Introduction 

The vital necessity of effective cDmmgnications in our comptex society cannot 
be pverstated. Any person who can expedife the flow of information ts in a strategic 
and important position. Cortiider^ for example, the mass of data that must be ex- 
changed within the Federai Govfirmnent. This type of governmental setting is on 
idea! poiition for the Information expediter^ but one should not restrict the place- 
ment possibintiGs to the public sectof* 

The placement prospects for the blind in federal jobs hove been expanded through 
the employment provisions of the 1973 Rehabilitation Act. This Act has equally 
strong and far reaching Implications for the employment of tha serverely disabled, 
including the blind, In the private sactor. Specifically, the act requires that any 
business or industry providing contract work for the Federal Government In the amount 
of $2,5W or more, develop affirmative action plans for the employment of the severely 
disabled. This Act opens doors into most of the corporate enterprise in America and, 
With such broad coverage, the employment p^sibilities that may evolve appear virtu- 
ally limitless. Undoubtedly, Vocational Rehabilitation personnel must be extremely 
cognizant of the employment potential inherent in the Act, Horace Greely's West 
may not have contained more opportunities. 

When one considers the active involvement of several large federal agencies in 
the selection, training, and placement of the blind and the opportunities implied in 
Section 503 of the 1973 Rehabilitation Act, he might get the Impression that place- 
ment cDunsalDrs may now sit on their collecfiva laurels. Obviously^ this is not the 
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case, since competitlsn for these professional and para-professionai positions in 
Government and Industry is greater than ever before in the history of the labor 
market. Also, one must ramernber that the 1973 Rehabilitation Act does not man- 
date the employment of the severely disabled, but merely requires an affirmative 
action plan for employment. Such a plan should create an atmosphere where an 
able counselor can initiate an effective on-going program of job-development. 

It is also important to point out that despite the positive employment policies 
eipoused by the aforesaid Fedaral Agencies, there remain isolated regional and 
local offlcei and telecommunication centers that have resisted employing the vis- 
ually impaired. So even in the public sector, it is necessary for the counselor to 
maintain a continued contact with local personnel to assist in the implementation 
of these positive employment policies. 

The counselor is still responsible for selling the concept of effective production 
without sight and convincing the local office of the validity of employing a quali- 
fied blind applicant. 

This chapter will present guidelines which counsebre may use in evaluation 
and development of their own procedures for assessing job readiness, placement and 
follow-up of blind persons as Information Service Expeditors (ISE's), 

Job Dev elo pment and Placement 

For the counselor, the responsibility of providing effective assistance to the 
clftnt who is seeking employment in a specific job is often the most challenging 
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assignment In the rehabilifaHon process. This is so because piacement, portkularly 
with tha severely disabled, is one service which very often can not be purchased 
from an eKisting agency. 

Thus the counsel or must be prepared to privida this sarvice himself^ a responsi- 
bility in which the kind and degree of his mvoivemsnr wil! vary wjth the character- 
istics of the client being placed and the nature of tha job being sought. For instance 
on on unskilled [ob in a factory or service occupation where the qualified client- 1 
socio!, verbal, intellecfua!, and interpersonal skllis might be modest, the counialor 
might appropriately assume complete responsibility for selecting the |ob, persuading 
the employer that it can be performed safely and efficiently with Httle or no vision, 
and obtaining his agreement to fill it with a qualified blind pei^on. 

On the other hand, in the cose of a professional job such as teaching or q tech- 
nica! job such as computer programming, where the applicant is expected to have 
rather complex job knowledge and where soclai, communications, and intellectual 
skills ore crucial factors in effective job performance, the client must sell himself 
by demonstrating an appropriate level of these ikills during an employment interview. 
In this situation, the counselor's major reiponsibility Is to facilitate the client-i job 
seeking effortj by providing appropriate asslstanee in tha following areas: 

1 , OveralL The counselor first explqins to the client that most jobi are 
obtained through contacts with acquaintances, friends, or relatives, and 
ha would encourage the client to thoroughly explore and fully utilize this 
source of help In all of his |ob seeking endeavors. 
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Loceting a job. The counselor refers the client to resources which provide 
informatiDn on avanoble job openings such as: 
d. professional journals 

profesiional conventions 

c, state employment services 

d, private employment agencies 

e, college placemant centers 

f , Civil Service Information Centers 
and others 

Obtaining on interview, AssiStam ^ in this area would include: 
a, coaching the client on requesting an interview by phone 

helping the clitnt to prepore an effective resume and cwaring letter 
c, finally, and probably most effective, the counselor contacts a prospec- 
tive employar^ helps him to rasolve quastions ha may hava Qor^arning 
the effect of disability ©n job performgnca, and persuadas him t© grant 
the client an interviawp 
Effective participation in an amploymant intan/iaw. The cDunselor helps the 
cliant to prepora for his inlrarviaw with tha prospective employer byi 

a. axploring with lha cUant his assats and liabilitias in relation to the job 
ha is saaking 

b. Gssfstlng him in a^embllng baiic information on tha amployer that may 
be uied affactivaly dyring the intaiviaw 

c. conducting mock intarviews in which tha counsalor plays rola of amployar 
and tha client the role of the applicant. These interviews ara taped and 
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then analyzed and evaluated with the client. Areas to be aovered 
include academic perfsrmance^ work wperiance, job knowledgt, 
deal!ng with disability, gestures, eye eontacfr, voice, fluency, 
defeniiven^ss, evasiveness, tact, and grooming. 

Since ISE {al^s, generally, in terms of compleKity, responsibility, and training 
raquiraments range from ^ra-professional to beginning professional levels, the 
counselor should assume greater responsibility for selling the employer on the idea of 
hiring the client than he would in fhe case of developing a job in a professional job 
such OS teaching or law. Even In those Fedem! Agencies which have estdbllshad a 
well defined program of group placement, counselor involvement In the devalopment 
of spacific amployment opportunities is strongly encouraged. In the private sector^r 
and state and local government, where the potential for employment of blind pai^ons 
OS iSi's has been virtually untapped, the counselor must assume major responsibility 
for Identifying jobs, selling the employer, and suggesting appropriate job modifica-- 
tion. Since the vast majority of ISE jobs presently held by blind persons are located 
in faderal ogencles, the procedures through which placement In this sector can ba 
facilitated wiil be emphaiiMd^ 

A$ used in this section, the term placement will rafar to all the procedurei 
designad to facilitate the employment of a qualified blind client on an appropriate 
|ob. Placemant would therefore Include such functions as providing eccupatlonal 
informatlor^, faallltatir^ Job davelopmant by selling the "abilities" of blind pei^ons, 
Identifying feosibla jobs and working anvironmants, and developing client's job 
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seiklng skills* While each of fhei© funcflons may be carried out by a specialist 
such as a job devalop^r or a placament coniultant^ the counselor must retain basic 
responsibilities for facilitating his cllent*s vocational adjustment^ which necessarily 
Includas placement and fpllow-up as the final phases of the rehabilitation procass. 
Where such spacialisti are available, the counselor will make appropriate use of 
their service In meeting KIs placement responsibility* Since they are not available 
In most states, the counselor must implement the entire placement process himself 
and it Is from this perspective that the remainder of this paper will be presented. 

In reaching a decision on whether or not to seek employment as an ISi in a 
federal agency, the client should have the benefit of ample and accurate informa- 
tion. Appropriate areas of review would includei job responsibilities, job duties, 
pay^ working conditions, frir^e benefits, trqining and employment procedures. The 
counselor should be able to supply the client with this information either directly 
or more appropriately by referring him to available sources « 

Civil Service, which is the central personnel agency for the Federal Govern- 
ment has 65 area offices nationwide maintaining relationships with public and private 
agencies concerned with the employment of the handicapped. The Selective Placement 
Spaclallsfe in the Commission area offices provide inf^matlon on federal employment 
procadures (Job qualificatlor^^ competitive eKaminations or special testing arrangements, 
competltiva and excepted appointing procedures), federal job vacancies, and structure 
or primary function of the various federal agencies In their ge^raphlcal areas* 

In addition, there are 47 Jab Information Center in locations other than area 
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offices^ at least one in each state, which provide similar information. A list of |ob 
information centari, addresses, and telephone numb rs is included in the appendix^ C. 

Relevant Information of interest to both counselor and client Is contained in the 
following pamphelts which are available from job information centers; 
1 . Civil Service Pamphlet BRE-37, "Working for the U*S,A*" 
2^ Civil Sen/ice general guidelines for examining the physically handicapped 
(test catalogue llhFPM sypplement (Int^) 936-71). 

3. Civil Service Pamphlet BRE-23^ "Employment of the Blind In Federal Service." 

4. Civil Service, "Handbook of Selective Placement and the Federal Civil Service 
Employment of the Physically Handicapped, Mentally Restored, Mentally 
Retarded, the Rehabilitated Offender" B^-12, August, 1972, 

5. Civil Service Pcsmphlet BRE-8, "Empbyment of Physically Handicapped." 

6. Civil Serviee Pamphlet, BRE-57, "Blind Employees Succeeding as Job 
Information Specialists," 1974, 

In developing an employment opportunity for a blind client as an ISE In a federal 
agency, the counselor may follow basically two approaches! first, obtaining from 
appropriate personnel in the target agency a committment to hire the client upon 
successful completion of trainingi and, second, having the client accepted for evalu- 
ation and trained at an appropriate tralnlr^ center. The first approach is preferable 
because if it is successful, the client knows precisely where he will be working upon 
completion of training and this is normally In a locality with which he and his family 
are familior. This approach also permits the courselor to plan and organize more 
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effective follow-up services. With the second approach, the client must agree to 
accept piacement anywhere in the United States and this usually means he will end 
up in an unfamiliar locality. 

In Implementing the direct approach, the cour^elor muit first attempt to deter- 
mine who he should contact In the target agency. Ideally, this would be the person 
who has the authority to decide which applicant will be hired for the job In question. 
The individual who should be most helpful In Identifying this person is the Selactive 
Placement Specialist who Is located In the area office. He knows his agency's man- 
agers and supervisors and the available |obs, and is acquainted with those who provide 
rehabilitation and other services to the hant.lcapped. He can thus be the liaison 
between the counselor and selecting official. 

Armed with the information and suggestions provided by the Selective Placement 
Specialist, a counselor would normally begin with the office manager, proceeding from 
him to the staffing specialist and most importantly to the supervisor of the job being 
sought. 

Prior to contacting any of these individuals, the counselor should meet with the 
Coordinator for the Employment of the Handicapped who, as a part of his regular duties, 
has the respcnsibility for focHitatlng placoment of the handicapped in the agency setting 
in which the dwired job Is located. The counselor's purpose in this meeting should be 
to advise the coordinator of his oblectlves and elicit his cooperation. However, the 
counselor should in no ease assume that the coordinator will be responsible for selling 
placement programs to line personnel since this Is not his function nor Is he as knowle^able 
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about the capabilities of blind persons as is the counselor. 

In selling appropriate personnel on a proposition that the iSi job can be safely 
and efficiently performed by a qualified blind person, the counselor must be armed 
with specific and pe«uosive answers to expressed or implicit obiections such as the 
following. 

1 . Coworkers feel that blind persons will get special favors and will not carry 
their full worklood, 

2, Supervisors may feel that blind persons are a liability. They may feel that 
blind persons are time consuming to train, not fully prDductive, require job 
modification, and are difficult to fire; that blind persons lack general coping 
skills, and may not be able to get to and from work on time, that they will 
not dress appropriately; that they cannot get around the office or find their 
way to the restrooms and cafeteria; and that they will need readers. 

Throughout the interview, as appropriate, the counselor must introduce p^itive 
evidence in the following areas; 

1 . the advantages of hiring the blind: emphasize steadiness, loyalty and depend- 
ability. 

2. past aceomplishtnents ond potential skills of blind workers! Use success stories 
from similar job. I.e., Taxpayer Service Representatives at the Internal 
Revenue Service, Telephone Service Representatives at the Social Security 
Administration, and Job Information Specialists at Civil Service Information 
Centers. 
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3* transportation and mobility skills of blind psrsom. 

4, blind pmnom^ communication skflls. 

5, review of the mai©r tasks of the job fn th© conteKt of the blind applicant's 
ability to parform* 

6, tht agpr^cy'i follow-up strvloas^ i„etjpiupplam©ntation of management ©xper* 
tise in counieling disput©-handling^ job reenginaaring^ consultation for 
training pr^rams and tarmi nation a^istan€e,» 

7^ how tha blind parson funetionad in past aducdtion and training programs: 

Did ha u$a a raadar^ brail la writer^ slata and stylist, tapa rtaordars,. ragular 
typawritar or other davicas? 

T© iupplamant the foragoing presantation, the cDUTOalor should suggast a survay 
or on-sita job raviaw which will afford him an opportunity to strengthan employer 
aceaptanca byi 

1 , damonstrating adaptiva davioes^ 

2, survaying tha physical anvironment for arehitactural barriaf^» 

3, being sar^itiva to the parsonailty pro|actad by the work uniti ^ 

4, sugg^ting prooaduras for Job rastructuring and damonstrating how the proposed 
change can lead to increased productivity. 

When the coumelor has successful ly persuaded appropriate agency personnel^ 



1 Semitivity to the "unit personality" refers to the cour^elor's av^ren^ of the 
intemction of tha total physical ard py^chol^ical environment of the work unit for 
the purple of selective placement of blind clients. 
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espaciQlly the hiring officer and supervisor, that the ISE job can ba performed safeiy 
and effiaiently with little or no vision^ he ihoulr* obtain a commitment to fill the job 
with a qualified blind person. He should then arrange an interview for his client. 
Indicating that If the ©mpleyer finds him acceptable, the client will request a com- 
mitment to hire upon successful completion of training. 

The ^our^elor will help the client to develop a resume and prepare for effective 
participation in the interview by Implementing the steps previously listed. For a more 
detailed presentation of these procedures see Chapter 11^ "Placement in Professional 
and Technical Occupations," Services to the Blind, a Community Concern , by the 
Eleventh Institute on Rehabilitation Services, U,S, Department of Health, Education, 
and Welfare, Rehabilitation Services Administration* 

The second approach to placement, as noted above, involves having the client 
make application for evaluation and training with one of the training centers listed 
in the appendix, After the client has successfully finished training and met all 
requirements for employment^ he is assigned to a |ob location by someone designated 
by the employing agency to work with the training centei^ in placing qualified grad- 
uates. 

Before electing placement by the training facility as opp^ed to a prior employer 
commitment, the client must be certain that both he and his family are willing and 
dble to move to any city In the country In which an opening becomes available upon 
completion of training. 
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Ragardkss of how a blind client Dbfalns employment with a faderal agency^ 
thera are two basic Civil Service pmcedures through which hiring moy be imple- 
mented. The first of these^ known as Competetive Appointment^ requires either 
that the applicant take and pass a prescribed eKsminatlon or on some lobi^ that he 
simply be rated on the basis of training^ experience^ and education^ In the case 
of the Taxpayer Service Representative, for instance, the examinatiDn would be 
the Junior Federal A^istant EKQmlnation, If a blind applicant is required to take 
a test. Civil Service will furnish a reader and allow the blind appiicant to use slate 
and stylist and other computational devices. The blind applicant is not allowed to 
ftjrnish his own reader* Applicants who mcke a satisfactory grade on the examination 
are placed on the federal register and they become known as "eligibles," It Is from 
this list that the hiring agency selects specific Individuals for employment. There 
are advantage to this kind of appointment^ and it Is the recommended route for a 
blind person to follow, whether he is placed through the procedures outlined above 
or obtains a job on his own without placement assistance. 

The second Civil Service procedure through which a blind person may enter 
federal employment Is known as an Excepted Appointment* This 1$ a procedure 
through which blind and other severely dliabled persor^ may be hired without the 
nec^sltv of tokir^ a competitive examinQtion. For a detailed description of how the 
client may obtain an Excepted Appointment, see The Handbook of Selective Placement 
in Federal Civil Service imployment , U.S. Civil Service Commiision, 

\f the client is a veteran, he may qualify for additional points on his examination 
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In any case, rhe besf procedure for him in seeking foderal ompbyment Is to 
locate the Veterani Federal Employment Representative, there is one such represanta- 
tlve in each of the 10 Regional Offices, addresses for which can be found in the appen- 
dix, D. 

As a final consideration, it seems especially appropriate to suggest the pMslbility 
of developing group placement procedures at state and local levels, using the approach 
that has worked so well with federal agencies. Initiation of such a program would 
require that the director of the state agency for the blind or someone designated by him 
contact the heads of appropriate state agencies such as Health, Employment Security, 
Education, Finance, and obtain their agreement to hire a specified number of qualified 
blind persons as ISE's which the agancy for the blind would agree to train. Funding for 
this program could be obtained through an e>^nsion grant, or client service monies in 
the group training provisions specified in the 1973 Rehabilitation Act. For further 
information on such a program write to Dr. Douglas MacFarland, Director, Office for 
the Blind and Visually Handicapped, Department of Health, Education, and Welfare, 
Washington, D,C, 

Job Readiness Criteria 

A final verification of his job readiness should be made if the client is being trained 
off the job. This assessment would normally be made by the counselor upon completion 
of training. If the client is to receive on-the-job training, evaluation of his readiness 
would be made prior to the time he reports for training. Assessment of readiness is 
typically directed toward the following areas of functioningi ph)^ical, psychological. 
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social^ ond yocatloncil, using data from medical reports^ tramlng rapofts^ obiirva- 
tions, and inttrviewi. In impkmenting this prOQedure^ th# following criteria would 
b# ralevanti 

1 * physical - ii th© client capable of psrformlng drficisntly over a working day 
on a regular basis « 

2, ^ychologlcal - is ths client's motivation and interest sufficient to give 
reasonable assurance that he will persist throygh the normal Initiation period 
to a point where ha achieves a feeling of competence and security. Does he 
seem to possess the positive self Image that will be needed to deal with p^- 
sible hostility from telephone caller and pwibia condescension from co-workers, 

3, social - does he hove the interpersonal skills that will be needed to develop a 
faciUtative relationship with his asiociates In the office, Tact^ empathy^ and 
good verbal communications will be needed to obtain the occasional help ha 
will require without seeming to Impose on his coMegues^ He must also be 
diplomatic in getting the office staff to allow him to do those fhings of which 
they think him incapable, 

4, vocational - is his job knowledge satisfactory^ are his mobility skills sufficient 
to ensure safe travel throughout the work environment; is hh proficiency In 
braille^ typlr^^ and use of the Optfcen sufficient to meet requirements of the 
job. 

FollowUp 

The cour^elor's r^pomibility for facilitating the clientf vocational ad|ustment dom 
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net terminate with fob placement i Areas of concern to which th© counselor should 
remain alert during the client's post employment e5<perience include the following; 

1 . participation of the rehobilitation staff in the provision of supportive ser- 
vices if needed to further the development of the client. 

2. the employer's evaluation of client performance on th« iob, 

3. client response to the provision of services following job placement. 

4. the client's educational progress, adjustment to the job, and upward 
mobility. 

It follows that no vocational rehabilitation program is complete without an 
organized plan for placement follow-up to irsure mutual employer and client satis- 
faction. In actual practice however, the area of follow-up has been frequently 
neglected because of: 

1 , nature of case closures 

2, geographic relocation of clients 

3, lack of clearly defined rwponsibility 

Follow-up is a process rather than an event that occurs at a particular time. In 
the obsence of a well organized plan for implementing the follow-up process the client 
may be placed on a job with a minimum of attention and irtttructlon, expected to make 
his own adjistments, and learn about rules, rggulatiorw, and cwtoms from other employ- 
ees. Discouragement and disappointment often follow, with the result that the individual 
may leave the job. Areas of p«ible need which should be corttidered in a follow-up 
plan include: 
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1 . assisting the blind employee in identifying resources for the brcifHing and taping 
of requlrad mate rials. 

2. Qisiiting the blind employee in becoming oriented and mobile within a new woric 
setting, if the employee is relocated because of iob transfer or promotion. 

3. assisting new supervisory personnel in understondlng blindness and the training 
needs of the blind employee for job upgrading. 

4. assisting the blind employee In understanding new devices In the field that may 
enhance his ability to sustain employment or achieve upgrading. 

There are also a myriad of vocationally related problems which ploy a ma|or role in 
determining a client's successful retention o' his iob. These may include transportation, 
housing, family, medical or dental problems, pending legal actions, and others which 
may have been present during ISE training. 

Since ISE's may be located anywhere across the country, it may be necessary for the 
sponsoring counselor to arrange. In advance, support services for a client with the 
receiving state agency. Simultaneously, the sponsoring counselor should notify the 
employer of the change in rehabilitation counselors. Information forwarded to the new 
counselor should include: appropriate medical information, training reports, date and 
mode of arrival, etc. No matter how good the training program. It cannot fully duplicate 
conditions which the Individual will experience in on actual job situation. The greatest 
challenge to the Individual comes when he has to compete on his own to maintain himself 
in the labor maiket. 
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Follow-up, particularly in its initial stages should not be just a system of checks 
for reporting purples but also an opportunity to Identify problems which, after job 
placement, may threaten the blind person's tenure on the job. It should continue for 
a period of time until the employee has stabilized on the job and he, (and in some 
situations, the employer,) and the rehabilitation staff member agree that no further 
fol low-up Is required. 

Follow-up with both employee and employer can provide Information that may 
be used for constructive revision of existing programs with resulting improvement in 
client preparation, ISE training and training In other telecommunications occupations. 

While certain follow-up resporeiblllty can be discharged by phone and questlonairra, 
paiional contact with both client and employer Is the perferred method, particularly 
in the early ttaget of emplayment. During the initial contact, client and coureelor 
should discuss the need for future follow-up and they should try to reach at least o 
tenative agreement on the nature and purpose of desired services. 

Early follow-up may Identify problems which would ordinarily go unnoticed in 
training, but which may be come magnified In the employer's eyes, under the more 
demanding conditions of a competitive work environment. With evaluation and feed- 
back from the employer and observations by the piacement speclalfst during follow-up, 
these problems can be pinpointed, and either resolved on the job or If such an Immediate 
solution Is not possible, they con be dealt with in counseling. The extent and duration 
of follow-up contacts are determined by many factors including geographic distance, the 
elienfs needs, and the deman* on the counselor's time. The important thing to keep in 
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mind Is that thtsa contacH can be crucial In retaining a job that required con- 
siderable effort to develop. 

Finally a bonus for the cour^elor m follow-up is the fact that it provides an 
opportunity to further explore and hopefully develop, additional |ob oppartunltie 



53 



CHAPTER V 
PRESENT AND FUTURE TRENDS 



TASK FORCE 
Gaorga Arsnow^ Lasdar 
Lea Brooks 
Floyd Corgill 
Anne Kohl 
Trudi© Muslar 
Eugana Spurrier 



54 

o 

ERIC 



52 

introduetion 

It is extremily clear that there !s an ever-increasing numlDer of openings for 
blind personi in informction service ixptdiHng with the federal governmenf-. There 
appears to bs o similar potential for employment in state and local government and 
in private busineii. Unfortunately, the discovery and devajopment of jobs in these 
latter sectors hove been slow«r and less productive. It leems certain, however, 
that these areas will offer on even greater potintiai For future developnient. At 
the state levels blind psrsons could be employed as service expediters in state tax 
departments, pfotection divisions, and state information bureaus. 

Opportunities in business and industry huve scarcely been explored. HoNvever, 
the potential for employment is apparent. At present, there are slov/ly increasing 
numbers of companies throughout thi country employing blind persor^ ss information 
service expediters (ISE's). For instonce, a nation-wide corporation recently hired 
a totally bl ind young man as a dispatcher and customer relations person. Using a 
light probe and a call director, he answers telephone calls from individuals who 
want to rent particular mochines, to leorn costs of vafious equipment, to obtain 
advice eboyt minor malfunctions, and in some instances, how to do small repairs. 
If thi customer wants to rent equipment or has a machine v/hich needs repair, a 
malesman or >e'=hn!dan Is dispatched by rcdio, A trained, qusMfiod blind person 
would be a deflnit-« asset in any comparable situation with a variety of coniponles 
fhraughout the country. 

There are numgrows opportunitiis in such job areas os customer service offices 
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in dapaftment stsres^ lerga chain hotel and motel reservation services, faxleeb 
dilpaf'ching, and appliance repair centeri* The list could g© on to include man/ 
more places of busineis, but this !i unnecessar)^; individucjl imagination and ere- 
ativlty will bring fhrnm to mind. 

This chapter v/lll present an estimate of future employment potintial for blind 
ISE's in the foil owing areosi 

Federal 

State and local 
Telecommunications 
Business and industry 
j^elofed occupationi 

Emptoyment in Federal Agencias 

As noted in Chapter One, the largest proportion of blind ISE*s is currently 
found vyithin the Internal Revenue Service (IRS), the Social Security Administration 
(SSA)^ and the U.S, Civil Service Commisiion (CSC), The Veterani Administration 
(VA) currently has 4 blind Veterans Claim Sirvice Representatives, They provide 
Information by telephone to veterans who are inquiring about benefits available 
under the various VA prsgrams, Tk^ VA'i pjogram is just now getting underway 
and the first train irtg coune, involving 10 people, was held in Chicago in December^ 
1974. It is too torly^ of couria, to estinfiate how many jobs may eventually be 
ovoilable to the blind within this aganey. However, sinci there are some 1900 
iobi of this type within the VA^ It should be p^sible to employ a substantial numbar 
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Df both blinded veferans and civil iQns as ISE's once the VA program bacomes 
fully operationoL 

The fDrtgalng dafa would lesm to indicate that for some Hme tocDme place- 
mint potential within the four federal programs will remain high, so Isng as sfate 
agmnclm for the blind continue to lupply clients with good nativs ability and 
adequate vocational readiness skills. In future training programs^ these skills 
may have to be broadened biyond their current levels if the ISE is to be able to 
function adequately at his or her job* 

There is no doubt that the electronic computer with its widely scsttered tern- 
inals is inare^mgly being used for the storage and retrieval of large blocks of 
inforrnation. This fact has not esaaped the attention of either the CSC or the IRS, 
Both of these organizations are itudying the possibility of using the computer as 
port of their information service progranfii, A computer system woijld rtiake it poi- 
slble for a blind Information Specialist with a Civil Service Job Inforfnation Center 
to provide information on the availability of jobs at various grade levels, and the 
axominations v/hich would have to be taken in order to qualify for such jobs. The 
IRS is considering the use of computar techniques both in providing more and better 
information to the publio and also as a means to build career ladders within IW 
for blindTaKpayar Rervioe Reprasentcitives* These careers might include such 
occL^tiortt 01 computer progranfimeri. account adjuster^ and guditori Neither tha 
VA nor th© SSA have plans at this time to fully computeriM the information avaiU 
able to the public at their local offices. However, at some point in the futuri^ 
eDfnputerlEgtlon may becoma a reality for SSA, Advancing computerisation will 
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mean thaf training programs will have to include opportunities for candidotes to 
learn how to use new tools. Both the CSC and the IRS ore presently studying braille 
imbossing equipment in order to determine if this medium would make it possible 
for t!ie blind !SE to carry a normal share of the workload and to perform all the duties 
normoily expected of a sighted employee performing the same iob. How«v«r, since 
items like brailli embossing equipment with consoliS linking the user to the compu- 
ter ore sophisticated, to soy the least, the blind individual should be familiar with 
this equipment whin he or she begins a new job. It is difficult enough to absorb 
the duties and activitiei required in the work itself, let alone the problems which 
can occur in learning how to operate and make full use of such equipment ot the 
same time. 

Preliminary Investigationi demonstrate that in addition to IRS, SSA, and CSC, 
several other federal agencies might be able to employ qualified blind people within 
similar job categories. In one of the member banks of the Federal Reserve System, 
two sighted people presently are employed on a part-time basis. They answer in- 
quiries by the public about securities and bonds issued through this office, provide 
information concerning the basic makeup of the Federal Reserve System and its 
relationship as the fiscal agent for the Treasury Department, and supply data upon 
request concerning current rotes of interest being paid on securities which are for 
sole. This is a small branch bank and it is quite likely that among 35 other member 
banks, many of which are much larger, there would be a need for full-timt ISE's. 
There appears to be no reason why a qualified blind person could not be trained to 
handle the duties of this job. The Federal Reserve System might well warrant farther 
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eKploration. It is appropnafe to state at this point that the phrase "Federal Reserve 
Syitern" U misUading^ In rhat bank employ^ees do not have federal civil service 
status. However, since the iystem Is so closely tied to the federal governminti, it 
vvQS felt pertinent to this section^ 

An in-depth study should be made of the Federal Information Center of General 
Services Administration, as a potential source of eniployment for blind ISE's, Thirty'^ 
seven offices exist* The centers provide basic information about the federal goyernnient 
and^ when necessary, refer inquirer! ta appropriate federal agencies. Most of the 
information is dispensed by telephone or over the counter. Approximately 45 percent 
of inquiries are handled by phone and the remainder ore handled in face to face con- 
tocts. Few requests are answered by moil. There are at least 3 ISE's in each of the 
37 Federal Infarmation Center offices. 

Contacts were made with both the Regional and Baltimore area offices of tha 
Wage and Hour Division of the U*S. Department of Labor^ The Regional office 
dispenses most of its information through releases to the media^ However, it serves 
as a referral source to the other agencies within the Departnisnt of Labor and some 
of this is done by telephone. In the BaltinriDre area office, considerab!y more tele- 
phone work is done; however^ the manager Indicoted that personnel within this 
office are also required to do other clerical chores* It appears that this diviiion of 
the Labor Department might be able to employ blind persons^ The division is con- 
sidering the creation of ISE positions within Its structure. These would be full-tifTie 
slots and would eliminate the problems sometimes caused by the assignment of other 
clerical duties. No target data has been set for the Inclusion of thsse positioni; 
however, these facte should be borne in rtiind for future reference. The Wage end 
Hour Diviiion warranti a closer look on the part of rehabilitation workers for the blind. 
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It appears that thrDughouf mosf of the U^S, Department of Labor — partic- 
ularly in the Labor Manogement Services Adminiitration, Manpower Administration, 
and Ocegpatlpnal Safety and Health Administration some time is spent on the 
telephone providing information fo tlie public. However, those who do the tele- 
phone work usually have other clerical duties to which they mustcittand* Only 
the Wage and Hour Division and the Occupational Safety and Health Administra-* 
tion have area offices. All other adminiitrations mentiored have offices at regional 
levek with area representatives who report bock to their respactive regions. 

Within the Ragional offices of the Bureau of Labor StatistiGS, 75 percant of the 
work is done by telephone. However, this agency is very specialized and is manned 
in each Regional office by at least two economists and a secretory. In this particular 
bureau It would be necessary, of course^ to refer or recommend college graduates 
with majors in statistics and eoDnomics, 

The Labor Department has information offices in each region where approximately 
50 percent of the work is done by telephone. Here again, those assigned to the phones 
are also required to perform other duties. So, it cannot be said categorically that 
soma kind of notional program could be developed within the Labor Department, for 
the employment of blind expediters^ without considerable adaption baing made within 
the various administrations* 

A great deal of information is given out within these various oirganiMtions, but 
each wouid have to be contacted separately in order to determine its willingneis to 
reorganize to the point where the blind ISE could either work full'-time in that capacity 
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or handle some of fhm clerical duties which otherwise might be invDlv^id, Some 
partially seeing cjiintf could handle thase types of jobs wfthDut too much Qdapfa- 
tlon* 

The Basic Educational Opportunities Grants Pr^ram, administered by the Office 
of EducatiDn^ should be explored. Their cliriGol staff handles approKinnateiy 250 
phone colls q day, answering such questions as who is eligible for grants^ how does 
one apply^ what rn^nty poyments ore avoilable^ what is the duration of gronts, etc. 
In cases where an imniedfata response cannot ba made by telephonic lattai^ are sent 
by the magcard technique of putting together stock parggraphs. The Qgency also 
handles over 400 letter inquiries par week, again i^ing magcards to insert appropriate 
materlaL Blind parsons can function adequately with magcord typav^lter^, sa it 
would appear that in this situation the qualiflid Individual could serve both oi an 
ISE and a word processor. It is true that this particular Office of Education pr^ram 
is small (presently employing only 46 persons); however, it may be a source of jote 
for blind popple !n the Wcmhlngton^ D,C* area. 

The Immigration Service should be eKannined for Its potential as an employer 
of blind parsons, although it do^ not seem at this time that any kind of national 
program could be developed^ However, if coureelors contact these officas on an 
indeyidudl basis, they might be successful in finding an ISE p^itlon for a weIN 
quaHfiad bilnd person. These offices provide large amounts of information, by 
telephone and over the counter, to mdividuali who have questions rtgarding the 
Immigration laws^ the procedgres which must be followed in bringing relatives into 
the UiS, from other countrlei, and the staj^ which mi^t be taken in applying for 
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citiMmhip^ etc. It does mi appear that there would be too much difficulty in 
training a blind indlvidLra! to function in this capacity* However^ in the district 
office contacted, these same indlyiduals ware usad to check applications, read 
legal documenti and check rules concerning tht status ©fa particular applicant 
in terrm of problems or needs, In these Instance, there is considerable reading 
to be done. This ii one factor which must be taken into -or^ideration for most 
faderol information jobs* There are times v/hen the ISE must refer to federal man- 
uals of other agencies in order to locate the answer to inquiries made of them. 
How extensive this library is, and how difficult it would bm to convert the material 
it holds either to cassettes, braille or large print was not determined. However^ 
it does exist as one of the key factors !n the feaiibilify of locoHng employment for 
qualified blind parsons in these centers. 

The SSA, the IRS^ and the CSC have all indicated that attempts will continue 
to be made to establish promotional appoftunlti^ within their programs to make it 
p^ible for those blind persens who are qualified to ba upgraded into mora respon- 
sible p^itions. This fact itself, of course, will allow the absorption of more blind 
persons as ISE's, Also, baaring in mind that the VA*s program is still In Its infancy 
and that there are lorge numbers of positions around the country which seem to be 
suitable for the employment of blind iSE'i^ ft appijan safe to say that in the fore- 
seeable future there will continue to be opportunities for qualified blind persons 
within these four programs* There are, In addition to th^e^ other federal ggencies 
that might employ blind iSE's. The challenge to rehabHiWtlon workers will be to 
ferret out petitions In this i©b category whertver Hiey exist and to assure that 
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applicant are well trained and have all fhe vocaHonal readinass skills required to 
do the work involved. 

State and Locnl Governments 

InformaHon for this section was gathered primarily through the use of a ques- 
tionnaire. The personnel departmants of the 50 states^ the 50 largest citiei Fn tlie 
United States^ and the 50 largest cities in a papulous Midwestern state were sur- 
veyed. Responses were received from 28 stately 27 of the largest cities In the 
United States, and 15 of the largest cities in the Midwestern state. 

The term "Informotior^ Sarvice Expedite.*' appears to be gnfamiliar to most 
personnel supervisors. It is confused and used interchangeably with Public Rela- 
tions Specialist, Interviewer, Information Officar^ Information Specialist, and 
Public Information Officer. One of the prDblefni In promoting employment will be 
to popularise the term and to associote the right meaning with It, Relatively few 
opportunities appear to be available in small cities, if opportunitiei ore to be 
developed they will be associated with the City Hall in general rather than a 
particular subdivision of the government. The posltiOii may be connected with the 
Mayor's office or some similar office. 

Employment at the state level offers considarablt encouragement. The ma|or« 
ity of states already hovQ positions very similar fo the ISE, Only minor modifications 
would be needed. M^t of the agencies within the state governmant are large enough 
to support one or more specialist* Typical ogtricies which may be cited as logical 
locatiorts for such employment cover the antir© garnut of gavernment. They arej 
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EconQmic Securify^ TransportatlQn^ Game and Fish, Educqtion and Health, Social 
Servlae^ State Labgratory^ Highways, Agriculture, Commerce, Corrections, Econ* 
omics and Community Devalopmant, Environmental Proteqtion, Finance, Industrial 
Ralations, Liquor CDntrol, Mental Health and RetardQtion, Natural Resources, Wel- 
fare, Parks, Recreafion and Forestry, Military^ Employment Sscurity, Franchise Tax 
Board, State CQmptroller's Office, Utilities Commission, Museums, Water Resources/ 
Qnd Highway PotrDL Virtually all state dapartmenti arm l^ica! potential employers. 

The prospect for employment in large cities is good but not as positive as the 
state government* Half of the cities responding to the queitionnaire indicate that 
f*0y already hire persons in this or similar p^itions. They are located in the Office 
of the City Representative, Office of the City Manager, Mayor's Office of Infor- 
mation and Comploints, Mayor's Citizen Service Buraau, Department of Adminis- 
fration. City Public Information Office, Public Works Office^ Fire Department, 
Parks and Recreation, City Library, Auditor's Office, Model Cities, and Urban 
Developmantol Commission, 

Special equipment used In this position varies from none to very complicated 
items Qisociated with printing and advertising. The most commonly cited articles 
of equipment Include: video tapes, cameras, tape recorders, xerox, radio equip- 
ment, projectors, and if>me electronic media* However, the [ob descriptions from 
most of the states do not mdicate that functional knowladga of all of this equipment 
is necessary. The ability to use a typewriter, telephone, simple two^-way radios, 
and possibly a slide projector would be adequate in most instances. The primary 
success in thli |ob depends more upon knowledge of the agency, ability to com- 
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municate Dro!iy or in writing, and abilty to get abng with people, rather than the 
ability to handle technical equipmant. The smaller the agency, the wider the scope 
of taQhnlcal equipment the penon may be cailed upon to use. Major ageneias ofttn 
have ipecialiits to handle the technical equipmant* 

Salary for this p^ition is good in both the state and large city governments. 
The large cities pay. In general, switwhat more than the state goyernment^. In 
1974, annual saldrias in state government ranged from a minimurn of $5,800 to 
$15,896. The salary In the largest citits ranged from □ low of $3,07 per hour to 
$24,264 par year. A relatively high pc^rcantage of the large cities paid $15,000 
per year or mora . 

The number of people currently employed in this position at either the state or 
city government levels is minimal. Nevertheless^ there was very little negative 
reaction to the suggestion that blind people might be used* One raipondent indi- 
cated that It would not be feasible to coniider a blind person if any special equip- 
ment were nece^ry. The most common faor axpre^ad was that connectad with 
special equipment or the Inabinty to keep the parson hmy* The larger cities promised 
hope for ©mployment In most city departmanN where quii^tiQni hove to be answered 
over the talaphone. Tha state perionnel directors rac^niEed the possibility of 
employment in virtually all ogenci^ whigh serve the public* 

Applicants for thw p^itlons minf fulfill qualifications as listed on personnel 
specificatior^. Competltlva examination i$ frequintfy required. Some effort may 
hdv© to be verted to induce tasting agencies to allow sutetitutes for tome knowledge 
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in the handling of technical equipment. Again, it must be borne in mind thot the 
position of ISE is commonly confwed with that of the regular public retotiors person. 

ne sJTialler the governmental agency, the more likely the person will hove to be 
well-known by the local politicians. 

Training will have to be provided in all aspects of communications. Some expe- 
rience in public relations, journalism, or the printing media are cornmonly required. 
Most agencies require a high school education plus the ^uivalence- of fwo to five 
years of a combination of advanced education and experisnc*. Training in journal - 
ism, English, speech, and government ii essenrlal. The pr^pective empio--'© must 
pwsess or be expected to ocqylre thorough knowledge of the rules and regulations 
governing the agency for which he wili work. This focfof will often mean a thorough 
knowledge of the entire governmental system, in the case of a city government. Much 
of the specialized knowledge i'l learned on the job. This tAstaale con be formfdable 
for a blind person whe?» many volumes of gov«rnmintal reguletiom have to be studied 
in the first instance. Some owistance may have to b© provided and allowances rnade 
for getting the basic documents tape-recorded or trarwcribed into braille. This respon- 
sibility rightfully goes to the State Vocational Rehabilitation Agency, 

The survey among the cities in a Midwestern State revealed only one position 
of this sort. The indivicJual worked for all departments of the government. A number 
of the persons answerEng the questionnaire suggested that a blind person couid be 
used as a commurjicaflons dispatcher or an employee in community relations with the 
Village Manoger, Public Works Administration, General Administration, or the Finance 
Department. 
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If the city is large enough io have such a positisn, it would probably have a Civil 
Service Department and the prospecfive employee would make appljcaHon through 
the appfopriate personnel departrnent. The specific ir.formatlon would be obtained 
thrDugh trsining by the present staff in the various city department* The employee 
would be expected to hove good speaking abiiity, be a good iis^'^^^r^ have a good 
mamory^ be familiar with city government^ and have a good personality. Even in 
smaller city governments, the individual is eKpected to have a high school education 
as a minimum^ with speeialized post-high school coui^es in local government. 
ixpmrlmnce in local government administration on at least a responsible clerical 
laval for a minimum of two years is ganara^'y required. With soma help in the in- 
itial on-the-job training, o blind parson shouid be able to master the requirements 
of the job of ISE in most state and local agencies. 
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QUESrjoN I^RE, 

Empbymanf of Information Service E^ff^diren with State and Lacal Governmenti 

Qomplete Floyd CdrgflU ChJaf^f Services for the Blind and Visually Handicapped 
and raturn befors Illinois Division of V^^catlonal Rehabilitation 
Oct. 20, 1974 to: 227 South Seventh %hB^\ 

Springfield, illlnoii d2r06 

1 , Do you have eitabilshed petitions of info^'nwtion lan/ice expediting, e.g.# 
InforrMtion SpeciaUst, Information SeryiCfe EHpediter^ Public Information 
Reprasantative, etc.? YES_^NO ^ 

A. In what department, aganeias, bure^U^^etc*, are these bcoted? 



B. 1$ there a written job description these positions? YES^^ NO^ 

(if yas plaase attaoh a copy) 

C. Is there a written quolificatlon sp#qifi«Hon YES NO 
(If yes, please attach o copy) 

D* What special equipment is used? 



E, The salary range is $ ^ _ $^ 



Ara there any vacancies in these p^iHons? YES NO 

G. Are any blind people now employed ttee pc^itlens? YES ^NO 

2. In what depdrtmenti, agenclei and bur^pUi Mould it bm rrmf faosibia to establ ih 
a telesen^ioe oenfer? 



3, How does a person qualify for employff\§fit w/ith thesa dapartmenfi? 
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What parsarwil qucilifieaHow do you cor^idsr most ^^antlal fm tfiis job? 



Whdt mmm of trainlr^ do you cer^ider mt^f Irripertant in prspcrlng a person for this work? 



Nemt 

Tifia 

City & State 
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%imnmm and Irtdustry 

VMth f+ie steadily mcrewing use of coniputin end cornputer-ralated tachnQlogy 
In buslne^ and Industry, It ii IncrMsirigly ImportQnt that rfie courmglor havt a bosiG 
knowladga of availabia hard\mtm, and fhat, v/hen naeaMiry, he make the bastpoi- 
sibia fechmocl QTmngmmmH to mosclmf m the wDrking effscttvenes of the clients he 
ii pbcing* for instance, In a eradlt dapaptment of a New England bank, q blind 
eredit inv^tlgator typas for hlmelf brsllla ooples of applicant credit piports on an 
IBM Braille Typewriter while a slave unit produees the mme mcterial in print for his 
secretary who will i^o it in filling out Iwin applieetion forn^. This uit of available 
technology Is highly efficiefit. HQweyer, In fhm mm€ offlce, Informatfon on delin- 
quent account Is directly oyailable only from the cQmputer* In order to make it 
gvaliable to the blind employee, the credit inanoger m^t reed it on to a belt* If 
□ braille terminal were installed In this office It would make the computerized dato 
diraetly a>rai labia to th# blind tmpbyae* Thus enhancing the efficieney of both 
his job and his manager'Si 

A second example of how more effective use of technology could enhance job 
efficiency is to be found In the pupoh^lng depQrtnfiinf of a large air craft company. 
Information i^d by a blind h\jym U mode ovallabia ir. faille by a secretary who 
©btaiM it from a compytar print-^u? and typ^ it up on a ts'ailli typewriter. If a 
braille terminal were If^talled in this office, the secretary's job could be eliminated. 

Future data preceding applf cations in bisine^ and indistry can best be deicritod 
by siting three general categories of data systenr^* 
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The imput of data fo many compuferiMd data sysfems raqgires fhm transeripHon 
©f vwitten ctata to punchad eards for eyentaal mnfry fo q particular CDmputar appli- 
cation. This transcription proce^ will hm rsplac#d through tha \mB of kay entry 
terminals dlrtctly cayplad to compijtan and confrollad by basic adit programs which 
provflde immadiate error datsetion upon key-antaring tha data. Utilizing this method 
of data antry^ tha Initial sourca dacuffients may ba in tha forfri of audio topas^ braille 
ancodad papar forim or any othar form raadabia by a blind ampIoy#i- The kmy entry 
p^itlon ISO clarical function in most biiilneiias. 

A second mora complex class of data praca^ing appHcotians also involves tha 
^ntry and aditing of data hm\ a terftilnal, bu^ !n this casa has ipecific and unlqua 
raquiraments, for tha eiv fy of such data dapends on tha pracleferminid conditions 
of S^ha jX3ftleu!ar applicfiHon. This type of application 1$ commonly L^ed by highly 
qij<3isf1ad soerCftarias or analysts. This would normally ba a higher level oosition 
then the data antry dark mantlanad prayiouslyi Text editing of forrti docunfianf^, 
fnanualij telephone dlractorles^ and books is accomplished in a similar fnannar. 
The data entry of ordare^ parsonnel information and invantory inferniation into the 
respeotiva computer systaTO can alio be accompliihad in this mannar. Hotel and 
airlina rasarvation systams carry tha function of data entry and r^ponie to the 
hotal/motal lobbl^ and dfrlina terminals, All of thasa axamples are of oomputar 
oppllcatlons which could ba handled by blind panons If the technology^ vvare n^de 
oyai labia to them. 

The third eiass of applications are those commonly refered to as fima-iharing 
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applications. They ore cafegorlxed by their conversational or Interactive quolities. 

Time-sharing applications characteristically are problem solving sy^temi, normally 
terminal Qrientated and typically directed toward the engineer or manager who needs 
an imrriedlate answer to ^ specific problem or immediate status of a particular situa- 
tion. Rerriote terminals in the office or at hoini allow access to time shared eompyters 
by virtually any knovvledgable person with the appropriate equipment. The actual 
development of data processing application program is accomplished in this manner, 

Job Potentiol In Related Occupations 

The Bureau of Labor Statistics regularly developi proiections of future occu- 
pational anu industry manpower requirements c: ' cisources. The latest prQiections, 
for 1985, are of special interest.^ The aisesiment of the industrial and occupational 
outlook ten years from now provides a framework for exploring job opportunities for 
the blind In a particular career area — information ser/lce expediting. 

Several significant departures from past trends are iuggeited by the Bureau's 
proiections of the economy to 1 985. Perhaps the most Important is the slowdown in 
economic growth projected to occur beginning in the late 1970's. The anticipated 
downturn will be cauied in part by the sharply declining U.S. birth rate. This will 
show up in a smaller number of new entrants into the labor force toward the end of 
the 1970's and will mean a slowdown In the proiected Increaia !i the production of 
goods and servicei, 

T The Bureau has developed detailed proiections of labor force, employment, 
prodyctivity, and grc«s national product. For a summary of these pro(ectiorB to 
1985, and an wtplanation of the assumptions and methodology upon which they 
ore based, see BUS Bulletin 1809, The U.S. Economy in 1985 (Washington, D.C., 
1974). 
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Tht raducHon in Hi© growth rate has impiicationi for the entire economy. It 
Will present n\Q\or problems in achieving a balanced transition from a higher to o 
lower systalnoble growth rata« Business will have to be much more oritieQl In 
dev^lopmg long-rsngi morkatfng, investnient and stafFIr^ plons^ avoiding depan* 
dence an post tren^. Goyarnment will have to deal \ylth a slackening in tha growth 
of ravanues^ rasulting In increaied pressure on budga^. Miile the demand for 
govarnmental funetions may be dampened isnriiwhaf m a result of ilower growth in 
the labor force ond economic activity^ the iltuattDn nonatheless will raqyire a 
mora critical avaluatlon of prlorltfas at all lavals of govarnment* 

Daspite the anticipated slowdown in economic growth^ m^t long-term trends 
in industrial and occupational employment patterns are t^pectad to continue over 
the next dacade» Industries providing servicas will cantinue to offer more job 
opportunities than gooA-praducmg Industries • And employment will continue to 
a^qxind more ropidly in whtta-collar |obi than in blua-^ollcir ones* 

These overall trends mask certoin char^^ which art likely to occur m the miK 
of jobs. By 1985, the employment is likely to incraue In some occupotlor^ and 
decrac^e In othen because of variation In growth ratei cnnong industries^ Tha levtl 
of employment also will be offacted by ihtfli In staffing r^adb due to tachnol^fcal 
changa^ ehongas In organization or procaduras, and tha introduction of new product 
or sen^ices. For example, wid^read use of the computar hai created fobs for pro- 
Bromtnai^, s^tam oneiysli, and computer oparatoi^, but at the Ktme time it has 
c^trlbuted to the declina In ralative importance of payroll and inventory clerks ond 
^oldcaeptng workefi« 73 
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Proiectad ehanges in indusfry gmploymenf . Generally speaking, tomorrow's 
industry petttrrtt determine tomorrow's jobs. The Bureay's pro|ecHons for 1985 
show a steadily Increasirtg proportion of the workforce in service aetivlties. By 
1985, more than 70 percenf of all workers will be providing services. They will 
have iobs in trade, transportQtlon end utilities, finance, insuranca, and real 
Mtate, governmerit, sduccti.jn, healthcare, bislnMS services, perional services, 
and entertainment. Fewer than 3 of every 10 persons will be working in gooA- 
produeing industries: mining, manufacturing, contract consfTuctlon, and farming. 
This reflects a continuation of empbynriant shlfls taking place since World War II . 

Future employment growth will vary widely by industry. Pronounced employ- 
ment increases are expected In services. In government, end In finance, Insurance, 
and real estate. Growth to 1985 is pro[ected to ba much more moderate in trade, 
transportation and utllltits, manufacturing, and comtructlon. 

Within the fast-growing service sector, particularly strong grovifth is expected 
in medical and health sen/lces, in business services such os advertising, credit 
collection, and duplicatir^, in legal smrvlcm, and In hotels and motels. Veo,' 
few secton of the economy will experience employment growth as rapid as these 
ever the next decade. By cenh-ast, the large educational services mdustry - which 
include teaching at all lavels and educational support services - is proiected to 
show very little growth through 1985 — a reflection of changing enrollment patterns 
due primarily to lower birth mfm, 
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State and local goverwaent is expecfed to provide about 5 million nevy jobs 
by 1985. Although this number Indicates sgbtantial growth. It representi a ilow- 
down compared with the 1960's, and is due prifTWrily to reduced needs in public 
education, whtre about half of all state and local government iobs are found. 
Federal employniisnt is projected to rise modestly through 1985, 

Finance, insurance, and real estate constitute the imallest of the fast-grDwng 
Industry divliions. Since I960, employment has grown especially rapidly in bcnks, 
in credit agencies, and among security and commodity brokers, deal en, exchanges, 
and servicts. Job growth In finance, insurance, and real estate is expecttd to 
increase substantially over the next ten year, as population grom, busintss activity 
increases, and personal Incomes rise. 

Projacted changes in occupational employment . Of primary inttrast ore the 
Bureau's projections of occupattonal opportunities. Total employment is expected 
to increase by about 24 percent between 1972 and 1985, from 81.7 million to 
101 .5 million. An increase of about 37 percent is expected for white-eollar and 
only 15 percent for blue-collar jobs. ISE'i usually are clerical workeri, and os 
such are port of the rapidly-growing white-collar group. The longterm shift toward 
white-collar jobs Is one of the most significant features of the U.S. occupational 
structure. Vidiiti-collar workers (professional, fechnical, clerical, salei, and 
managerial personnel ) made up lesi than 20 percent of all workera in 1900, but are 
Ktpected to account for more than half of the total by 1985. 

The outlook for clerical workers. Over the next decade, employment in 
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clerical jobs Is expected to grew faster than total employment, rising to almost 20 
million !n 1985 from over U million in 1972. Among the major occupational groups, 
only professional and technical workers are expected to have a faster growth rate. 
(See table 1) Nevertheless, overall growth in clerical occupaHons is likely tabe 
slower in the future than If was during the 1960's. The rate of employment growth 
Is expected to slow after 1980 because of a projected slowdown In the rate of growth 
of trade and manufacturing, Industries which together employed about one-third of 
all clerical workers in the early 1970*8, 

Workers In clerical jobs have a wide variety of skills and experience. They 
include highly skilled title searchers In real estate firms and executive secretaries 
In business offices as well cs i^iatively ynskilled messengers and file clerks. De- 
spite the diversity of jobs and duties, much clerical employment is concentrated in 
jiwt a few familiar jobs. Roughly three out of five clerical workers are secretaries, 
typists, receptionists, office machine operators, bookkeepers, stock clerks, or 
cashiers , 

Clerical employment is expected to be greatly affected by changing technol- 
ogy. The more widespread use of computers, new office ^ulpment, and commu- 
nication devices is expecfed to retard the growth of employment for some occupations 
and Increase It for othert. As more firms use computeri and buslnws machines, 
routine clerical jobs such as payroll, stock, bank, and file clerks may be reduced 
or eliminated. However, as work is shifted from clerks to nrwchlnes, new jobs will 
be created for machine operators, portlcularly in large firms. 
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Not all clerical workers, however, will be affected by technology. Secre- 
taries, stenographers, raceptionisH, and others whose tasks Involve contact with 
the public should not be greatly affected. Indeed, employmenf opportunities in 
the clerical field probably will be best for secretaries and ©then whose jobs cannot 
be handled by machines. Information service tstpediters shore this advantage, for 
their work, too, involves contact with the public and success on the iob requires 
such qualities OS judgment, initiative, and poise. 

Data problems preclude a projection of anticipated employment requirements 
for iSE's. Estimates of the number of people currently working as expeditera are 
not available, nor Save projections of future requirement* been developed. This 
occupation is a fairly new, and a very maU on«. The occupation is not classified 
as such by the Bureau of Census or the Bureau of Labor Statistics — the two federal 
statistical agencies primarily responsibli for collecting and publishing such data. 
The classifiaation system introduced during the 1970 Census provid©s an unprece- 
dented amount of occupational detail: 441 occgpatiow are separately identified. 
Although more than 40 different clerical occupetioi^ are listed, - ISE is not among 

these job titles. Instead, peisow with information dissemination or service expedit- 

.2 

Ing duties ore included in employment figures for the following clerical occupations; 
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1 All 441 occupatiortt in the 1970 classification system are listed on pp. x-xiv of 
of U.S. Bureau of the Cersus, 1970 Census of Popubtion, Classified Indox of 
Indiatries and Oceu^tiorw, (Washington, D.C,, 1971), 

2. The job titles included in each of these occupation ore listed on pp. 0-35 
through 0-44 of the Claaified Index of Industrlwand Oecupatiortt, , 
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1972 employment 

Counter altrb, exempt 

Dispatehei^ and startan^ 

vehicle «,... • • ° ' 

Estimators and InvMHgatort, 

n.e.c 348,000 

• i_ 436.000 
MCtpti onists "^^t 

Net oeeupational openings . Although growth Is a kmy Indlcotor of future job 
oytbok, many jobs become available every year became of the need to replace 
workers who die, retire, or leave the labor force for other reaorw. For the iabor 
force as e whole, replacement nee A over the 1972-85 period are expected to 
create twice os many job opaningi as employment growth. Total openings arismg 
from occupational growth and rtplacement needs will be about 61.2 million between 
1972-85, of these replacerTient needs will total 41 .4 mlillon, Replacement of 
workers who leave the labor force will be the rri^t significant source of fob open- 
ing! in each of the major occupational areas and accordingly, will create |obs 
for iSE's. 

Present and Future Trends in Telecommunications 

The word "telecommunications" as used in this text refers to the communication 
of Information from one point to another through the we of t«lephone facilities. 
The traremission of information Is commoply thought of as being accomplished by 
voice. However, the communication of information by carnputer-drlven itreams of 
data to Q remote receiving termlrval device using telephone facilities is rapidly 
intireaslng. It is difficult to Imagine an area of technology which has progressed 
at o faster ^ce than that of teleeommunicatioM. 
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The Introduction of telecommunications, with th« complementary development 

of responsive, remotely supporttd terminal equipment-, has answtrtd the needs of 
many business people In today's world of data communications. There Is perhaps 
no better way of explaining the present trendb than to cite on example of how 
present technol^y In telecommunications, coupled with that of data procewing, has 
affected the Bell %y$tmm In the area of Service Order processing. One of the prime 
obiectives of all the companies in the Bell System is to provide customers with a 
full range of services to meet their growing telecommunication needs. A brief 
description of o typical Service Order processing applicatiori will point out how 
th^e service requirements are met. 

The initial imput is generated by the customer with a call to the Telephone 
Cempjany serving his area. The necessary informaHon is obtained through telephone 
discussion. Then a hand-written order it prepareJ, using a standard format. These 
ordew ore collected regularly and forwarded to a nearby operator of a videodlsplay 
device. 

The dofti representing this order Is then transmitted over regular telephone lines 
to a centralized computer Installation, This installation may be In the same building 
OS the videodlsplay terminal entering the data or may be In another elty. The 
timeliness of the order entering the computer system in either case is clMe to being 
identical, M copy of the order is stored for future reference on a magnetic disk and 
another copy is trarsmitted via tranimlwlon lines m a remote printer located in the 
company's Assignment Center. 
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The Assignment Cmim assigns appropriate central office equipment and provldis 
telephone cable Informatfon to assist in the eventuQl rendering of the requested ser- 
vice. Copies of this addended paper order are then distributed to th« approprlot*! 
employees to carry out the actual provision of service to the cu$t?; . sjsb desi 
not| however, end here. 

Feedback is required as to the actual provision of service. The sustomer may 
change his mind as to the type of equipment or type of service mitially requested. 
Although these may be minor changes, they may necessitate a change In billing or 
other critical service records. These changes are relayed to a completion bureau, 
which has a copy of the addended paper order. Notation of the changes are made 
ond forwarded to an operator of a nearby videodisplay tem-inal. Inquiry is made 
from the terminal to the central computer requesting the retrieval of the original 
service order from the magnetic disk. The order Is displayed on the videodisplay 
terminal and any alterations to the order are performed here to reflect the actual 
completed status of the sarvlce provided to the customer. The completed service 
order is then output from the computer to be entered as Imput to succeeding bllllr^ 
operations. A copy of the resulting status of the customer's service Is also transmittecl 
to various locatior^ within the Company to accommodate directory lisHng, repair 
bureaus, and subsequent business office requesh by the cujtomar for changes in 
service . j 

This process Is currently ettcbjlihed In many Bell System Operating Companies, 
Reliance on the ability to telecommunicate data from remote work locations to 
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central computef iites allowed for quicker and more reliabie service t© the 
c^tomer. A contlnuiRg effort Is mode to incra«a the afficit^icy of the job through 
newly developad methodi such as those mentioned above* Specif icotly^ the Assign" 
merit Center function mentioned above is currently being rnechaniMd to include 
Interrogation of coble facility records and central office equipmant availabflity 
for assignment prior to the transmission of the service order to ihe computer center 
for storage on disk. Repair service ore being expedited by designing methods which 
will give acc^s to the cijstomar's record by means of a vfdeodisplay terminal , 
Directory Assistance operators may be able to Ir^uire of a person-s telephone num- 
ber by using a videodlsplay tarminol irwtead of the conventional telephone book. 
Employees* work reports and tima records can be input to o computerized system via 
a CRT to facilitate preparation of the payroll and gather ireful job performance 
statlitlcs* All of these examplai and many more are currently be ^ carried out or 
are planned to be accomplished in the near future by companies In the Bell System* 

The centralization of Information In the form of ifeta bases housed on magnetic 
disks and the decenfrallzatlon of the use^ requiting that information, ore definite 
current trends in business* Job functions similar to those cited In the examples above 
are pr^ent in many corporations. 

By pfoviding remotely located terminal facilities^ many more companl^ become 
potentie! employers of blind people. However^ this need may require the provision 
af ^ciql equipment cabbie of satisfying the neeA of th^e employees, such m the 
Bf^ilie Imbo^r and the Opticon. The Important thing to notice Is rtie increased 
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application of telecommuniaaHortf-lintSid toffiputir and terminal fQciliMes to 
aMomplIih tha ovarall objective of beftaf i^rvlca. 

The ttlecommunicatior^ and compwtaf idusHw have made great strides. 
FL^yr© systems may raly on voi^a rac^*11t'^nand audio r^por^a taehnlquai mara 
than on the kay antry or visual tachnic|Ki^ ^4today, Tha telaphone Itfelf may ba 
used as a data tarminal in the homa for lu^K thirds as catals^ ordarfng, bankii^, 
credit verlficotipn and complax cQ\w\a\\c^, Tha futura trend of talacommunicatlons 
Is limited only by ona'i imagination. 
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Table 1 

Employmen!' by major occupational group, 1972 and proiected 1980 and 1985 

(in thousands) 



OccgpatiDna! group 


1972 


1980 


1985 


Total 


81,703 


95,800 


101,500 


White ^collar ^^^rK^ra 

Pfofessional and technical workers 

So las workers 
Clerical workers 


3?,, 092 
11^459 
8,032 
5,354 
14,247 


49,300 
15,000 
10,000 
6,300 
17,900 


53,700 
17,000 
10,500 
6,500 
19,700 


Blue-col lor .vorkers 

Craft and kindred workers 

Operatives^ 

Nonfarm laborers 


28,576 
10,810 
13,549 
4,217 


31,800 
12,300 
15,000 
4,500 


13,0 

15,: 0 

4,5UU 


Service workers 

Pri^'ate household workers 
Other service workers 


10,966 
1,437 

9,529 


12,700 
1,300 
11,400 


13,400 
1,100 

12,300 


Farm workers 


3,069 


2,000 


1,600 



1 Ineludes the 1970 census claisincation, operatives, eMcept transport and 
equipment operatives* 

NOTE: Details may not add to totals because of rounding. 
Sourcei Burtau of Labor Statistics, 
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Int roduction 

While the concepts of job modificotlan and job restructuring are not nm 'heir 
use has been primarily geared toward Impiovi-ig production, solving recruitment 
problems, and developing career laddei^ to enhance retention and employee morale. 

systematic use of these methods on any large scale basis for the purpose of en- 
..:;ctn9 employment opportunitiei for specific handicapped targot populations has 
been sorely lacking. In fact. In most instances the emphasis has been placed on 
insuring thc^ no joL modifications be made specifically for the handicapped. In 
those instance*^ where mc^^(^f^^>tions were necesiary, training and adjustment methods 
have n used modify the handicapped woricer and if such modification proved 
infeasible, then altemdte career choices were suggested. 

With the current changes m American industry, business, and government toward 
longer, more complex, one' :^r^m mechanized operations^ the need for skilled and 
reliable workers to fun tlon in these o^ratSons has increosed. Moreover, recent 
federal legislation has recognized a largely untQuchod manpowe*- rmmrce and n^s 
called for the estobllshment of Affirmative Action Programs for the f landicapped in a 
iom^ sector of American industry and business. Thesa factoid, coupled with the fact 
that the use of sound job mod! flcQti on/rest ructurfng techniques frequently leads to 
more efficient and effective production, make the uV' of such techniques with o 
handicapped population much more oppealing. Thus, t .e present potential for 
demomtrating the use of these techniques in the field of information sen Ice expe- 
diting wfth the blind would seem prime, and ftjture poisibilities for genarallzing to 
other fields for other hondicappir^ conditions legion. 
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In order to initiate a \rh mcditi cation program for handicapped, the N^Uowmg 
processes musi be completed. First, a comprehensive job onaiysis must b# compieted 
on the fob under study; 1 *e., ol! occupational ly significant information about the 
job be collected in a romri suitable for in-depth study, NeKt, a specialized 
application of |ob analysis is used to restrucfLre the [ob so as to regroup tasks into 
new jobs which are more hoiwq^neous in terms of worker functions and traits. Par- 
ticular emphasU inusr qq placed or rhis sMige on the devalopmenf of regrouped job 
tasks which ^Wmlmw tasks with phyncal requSrerr^nts not possessed by the target 
handicapped populaHon from as many of the new jobs as possible. Thirdly, tools^ 
equipment, and work aid^ noraiaiiy used on the job should be adop ' to the 
physical capabilities of .he target population, and where it is require and feasible, 
special hadware should be developed to compensate for functional fimltations of that 
population as possible. Lastly, eifective job modification raquirei the of design 
and layout techniques to creat as barrier'-free a w - env> onm^nt qs possible. 

Thus, this chapter will deal with fhe following areas of concern as they relate \ ^ 
job modiflcorion of thj Information service expediter HSE) position for blind workers^ 
a* Job Analysis 

b. Job k^^siiucf'uring 

c. Special Hardware 

Woric Environment Layout and Design 

Job Analysi& 

In order to begin any meaningful job modification program, one muit obtain 
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infonnction which is specine^ Dccurate and inclussve about the position under study, 
and present it in a form luitable for in-depth study. Such InfomndHon can best be 
obtained by o thorough review of what background Ir jrmation is eurrently os allabla 
gbaut the job'-fol lowed by a series of carefully executed observational interviews 
with personne! currently performing and/or supervising such a job. Using the ©ecu- 
patfonally significant information obtained from such an effort, one can develop a 
lisi of task descriptions comr sing the job, from which he can, through careful 
analysis, extract the folic mg necessary information- 
al WoH< fieic or the meihodologies : . ^^um ^tmployed 
for t'^^^ 

b* The r aria!., products, subjet, matter or ^erv. :ei which 

result from the perfonrianca of this job, 
c. The materials, tools, equipment and work aids used by the 

worker in the performance of this job. 
d The worker functions or what the worker does in relgtion to 

data, people, and things , 
e . The traits required of the worker with particular umphasis on 

the physical demands, environmental conditions, and temper^ 

aments . 

The job Krr^ny being considered in this paper is that of ISE, While jobs of *his 
type vary In conlant and structure, depending upor nizatlonal content, they 

are sufficiently constant in fom to pennit descriptu. .^neral terms. A worker 
*may be considered an ISE if his Input is g request for information or service and his 
o!-*put fs either the requested information or a transmittal of the service requtjt to the 
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appropriate personneL In the case of a service mqumfr tha !SE essentially transfers 
inforrr.a-: from one person to another, while in rhs case of an information request 
he locat the information, interprets it, and then informs the requester. 

The level and complexity of the job depends upon the amount of information to 
be trcnsferred and the fonn in which it Is stored, i .e*, computerized or manual 
systems, etc. In any event, the counselor should plan to conduct or arrange for a 
job anaiysis of the specific job being considered for modification. 

Job Restructuring 

Job restaicturing may b Jmply described as fhe procedurf^ of rearranging the 
tasks which make up o field of jobs within a system in order to produce more homo- 
geneous task groupings. Homogenity, of course, is a relative mm and its meaning 
Is dictated by the puipo-se of the job restructuring. In general, job restructuring is 
ernpic ^^d to maKimize usage of avaiiable manpower resources by creating numerous 
entry 'level positions and developing iniernal career ladders in the system. 

A V- > c iprehensive methodology of job restrw .vunng was Haveloped by the 

2 

U.S. D^p^;^'ment of Labor in 1969 which requires the ui of a job analysis as 
developed in the previous section. Following the analysis, eac' task is described 
by five pa - :.ineters . These parameters are: 

I , Amount of time spent at the task in a workday, 

2* Worker functioning in relation to data^ people, and things, 

^For further information see DOL Handbook for Analyzing Jobs , 1972. 

^For further information sea A Handboa k of Job Restrtjcturing - U*S, 

Department of Labor^ October, 1 969 . 
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3* The General Educational Development (GED) required. 

4- Aptitudes which are importQnt to the performance of the task. 

5 . Other Important worker troits , 
The next step Is to group tasks together that have a similarity in worker function (^2 
above), GED ('3 above), and aptitudes (*4 above). From this point on^ an iterative 
process Is used in modifying these original groupings to develop proctical task 
groupings* Practicality is determined in terms of whether these n'3w |obi fit in with 
the process flow fhe system, whether enough time is involved in the new jobs to 
justify them, and whether they are arranged to provide for the desfred career ladders. 

For puiposes of expediency and acceptanee, the focus of the initial job restruc- 
turing should be on tne sf^cific entiy-level job and on the removal and redistribution 
of ^^askl requiring vision* However^ to avoid Siagnotion in ISE careers the job 
modifier should review the broader job system to insure the development of career 
ladders and upward mobility opportunities. Such broode? analysii shQuld include all 
of the usual parametefs included in job restructuring such os' worker functions, 
general ©ducatlonQl developmtnt, specific vocational preparation, aptitudes, etc* 

For Initial job restructuring, the following facton should ba considered. In the 
case of the ISE position in which Inforrnation location and: Interpretatioii ore essential, 
storage methods must be scrutinized, A partlculni'ly difficult problem arises when a 
visual requirament exists at the stage of the request to the ISE or when the ISE must 
output c sponsa. In this ca^, the task cannot usually be reassigned to another 
pe^on without destroying the process flow of the conteKtual system and praducing time 
inaffielencies. Unless the fonri of the Input con be altered or special hardware used, 
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visual raqulrement st this point vAW usually necessital-e abandoning the job possf- 
biiify . Such modifications generaUy require substantial commitnient on the part of 
the prospective empiDyer to moke the job a :cessible to the blind. A situation 
occurred in which the head of a department •within a large government contracting 
finn was veiy enthusiaitic about hiring a young mc . who was blird as on ISE within 
his department* The problem was that the input to the position consiited of requests 
for inforTTiation in computer printout form. To resolv^3 the difficulty, two things were 
required: the printout would have to be produced I? bmifN^ along with the print 
copy, and, because the volume of print was masi.^ ^Q®^) and the quantity 

ratio of braille to print was ]2\] , a reduction in do^cj would be required to make the 
amount of braille realistic. Thii was in fact achieved through computer programming 
techniques^ but only because the department head and job modifier were able to 
garner enough enthusiasm in the computer center. 

When the visun! recf.^^ement is not af the input or output end^ however, task re^ 
assignments can work w«lL Here, it is important that the analyst be conservative 
when d v . it c task that nomially would be viiual can be done in an alternate 

way* U ^ ore extreme increot^^s in the i-me H :akas to do a visual task in a non* 
visual manner, the task should probably be coniidared for reasiignment . An example 
of how task niossigning may ()ut a typlcai !SE position within the capabiiities of the 
blind will now be shown. The ISE position is that of disp^iiteher clerk in the 
Transportation Deportment of a medium sisied (350 bad) me'ropolitan hospito? * There 
or© two dark dispatcher positior*s within the department. Th^?y receive telephone 
requests for service and assign these service calls to thii transporters. The service 
calls are logged as they come In, awaiting the Qvailability of a tmnsporter. Several 
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assignments are given to each transporter at a time, with the physical proximity of 
one call to another serving as the basis for their grouping. There are two main tasks 
here, that of receiving and recording the calls and then grouping them and assigning 
them The flrrt task essentiaUy involves writing^ while the second is basically a 
mo^^ng function. A blind pereon could handle the first task with a typawriter, but 

i-]^ . ^rtp^f^. second . 'ould require that he record the inforrnQtion of the first 
in horh brania and punt . There are two problems with this latter course of action • 
Plrst^ additional time is required to do the recording in both forms. Second, even 
with the information existing In both braille and print, it is considerably more time 
consuming for the blind person to scan the data in braiile, then group it, and assfgn 
it* This problem is easily resolved, however, '7 placing the blind dispatcher in 
charge uf receiving and recording all the calls and having another dispatcher respon- 
sible for grouping and assigning the calls. 

Specia l Hardware 

In general, this special portion of the process of modifying jobs for the handi- 
capped will of necessity hove to be geared quite; specifically to a particular disabled 
population and the specific limitations and/^ -cHona! deficits involved, ft should 
be noted, however, that frequently items of equipment redesigned or designed for the 
firft time may have utility for improving the functioning of a broader population. 

The first itage of this proceis involves the roview of the usual machines, tools^ 
equipment, and work aids employed by a worker on this job. This laview is necesiary 
to detemiine whether some modification of these itams will be; required in order to 
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allow for their use, given the lim!tations of the target populations, if such modi^- 
fications are necessary, they must then be made. Considerable ingenuity and 
creativity Is required of the job modifier at this stage and frequently an effective 
technique for dealing with this problem Is to Impose the same functional limitations 
on a seasoned v/orker and then experiment to determine how he or she could operate 
the item if some rr odifications were made, 

The next stage of this process includes the study and analysis of those tasks in 
the revised job which still require a worker trait (physico! demand) not possessed by 
most members of the target population it is then the task of the job modifier to 
design jigs^ tools, work aids^ etc. v/hich will allow the handicapped worker to 
perform this task . 

While jobs in the information service expediting field include both manual and 
automated systems forms, the trend Is toward automated systems; and since the auto-- 
mated jobs have the most equipment considerations, this section will be oriented 
toward tho^e jobs which have an interactive computer system. Forms usually have to 
be made out or records checked or reservations madt. through the use of a computer 
termlnaL This terminal can be in the form cf a typewriter'-like device with print pag 
output, video screen with teniporary images, or audio response from a "'-f Iking 
computer." The terminal communicates with a central computer or possibly anorher 
tarrninal, over telephone lines , 

An audio response terminal would obviously present no problams to the blind user 
but^ unfoH^unately^ these are the least used devices. The difficulties presented by 
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printers and video displays can be approached In three different ways. The first 
solution Is to send the job □ppIJcant pre-trained wii-h a device that will allow him 
to read the output of the existing hardware. The second is to supply hardware that 
will accDmplish fhm same ends as the existing system does for the sighted person* 
The third merhod is to replace or modify existing hardware, A fourth method might 
be to redairgn the job ipecifi cations so as to eliminate the blind person's use of the 
communicQtions : ^^r which has been c Krh v/ith in the previous secti The present 
section wiP be c ; >n^i€d to the situation where the hardware is an part of 

the job specification* 

The foiiowu^g h a Hsting of the wide array of equipment' tn c . y; ^ly avail-- 
able to augment the blind ISE functioning on the {ob. No attempt has been made to 
categorically evaluate these aids or to comment on the sophistication and complete- 
ness of their development, it ihould be noted that thp actual selection of the spaciflc 
items of equipment will be dependent on the following factors unique to the given 
situation: 

o. The of the data base involved, 

b. The frequency of access required. 

c. The amount of frhe output. 

d. The skills of the client. 

However^ it should be clear to the counselor that bare cost of the equipment cannot be 
the primaiy factor in the selection but rather its functional utility for assistmg the blind 
ISE in performing his or her job^ based on the following considerations: 
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Reading existing output s Thousands of blind peeple are currenily 
enjo/Ing benefits never thought possible through the use of 
commercially ayailobie reading machines, Reading devices trans- 
form chai%3cters from a form fcr the sighted to a form for the blind. 
If a bUrid person con be trained to cceurately usa a reading maohin 
the ccsmputer tenninal mmd for an Information processing job may 
present u"^^le pHyhum. The following ore examples of special nard 
ware currently avei table for that purpose: 

a. The Optacon mode by Telesensory Systemic Inc./ is now 
being widely used by the totally blind. This initnjment 
transforms print images into duplicate tactile characters* 
Letterf* and numbers are duplicated by o pattern of 
vibrating reeds on the index finger* The size and in- 
teniity of the character can be adjusted to the convenience 
of the user, Telesensory Systems also makes special camera 
attachments for some video tenninals^ typewriters and 
calculators, ail of which might be used by the jSE. 

b. The Ste wtone ' marketed by the Veterans Administration 
has a camera reading device used iti a similar fashion to that 
of the Optanon* The convemon of the print character in 
this Qom, however^ is to a pattern of audio toneit Through 
the training course provided for the Stereotoner user^ he 
learns to as^ciaira tan# patterra with Ghoracter ihapa«. 
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c. Visuoltet Inc* and Apollo Lasers Inc. are two of the 
major manufacturers of television sgreen mQgnifiers for 
the partially sighted. These dayices and lens magni-^ 
fiers can be used to enlarge print output of computer 
terminals. There are also spacial iensei for video screen 
tenninal enlargement > 

2, Substitution hardware* Thr^ second approach that can be considered 
in solving the probiem of usmg an existing cofnpyrer system by the 
blind IS the substitution of a comparable system specially designed 
for the blind. American Systems Inc* has q reieprocessing system 
called ''Arts'' (Audio Response renriin^i System). Using ''Arts/' the 
blind ISE can fill out forms^ edit le ters ond reports and keep a filing 
system using the central *-Arts*' computer, programmed especially for 
the blind usar, 

3. Adgptad hardware. The third method, which h that of having a blind 
person use an agisting computer terminal, has the most options, possi- 
bilities and pitfalls. One easy procedure for the totally blind user Is 
to have a braille terminal substituted for or used in conjunc 'f^n with 
the sighted termmal, Trifomnation Systems \m, makes a line of braille 
devices that are adaptoMe to all major computer systems. They produce 
output on paper, tape, .nd page fonn and work at teletype and video 
terminal speeds. 

Other devices eKist that will give the user "Spelled Speech" or a pronouncad 
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ieHer ever/ time Q teletype charncter is printed. Brailie output is Gt^tainable 
dirfjctlv from most computer system high speed printers. 

In th\% third category are also unique adaptations of hardv/are done on on 
indivfduaS basis. 

The App roach to Hardware 

In the three categories listed above^ areas have been i^ggested in which hard^ 
ware solutions may exist. The manufacturei^ mentioned rei-^jresent current suppliai^ of 
some of the equipment thot con accomplish the purpose being sought. A per^.on 
Invoived in job modification placement of the blind in the field of !SE must be familiar 
with not only the products mentioned but hove □ good worl^ing knowledge of as much 
technology as possible. The equipment that is necessai^ for a giveri job situation may 
change with the next ISE job. This h true not only becaur he job specifications 
change but because cf Individual .eaction to sophisticated equjpment, 

if each counselor asked to be placed on manuft-^cturerU mailing lists and obtained 
a copy of the mUi national catalog of ''Aids and Appliances " from the American 
Foyndaticn for the Blind, he would have the basis of a good equipment library. Also, 
in his equipment Information □rsenal^ the job modi Her con consider the libraries of 
universll'ies, and such organisations for the blind as the American Council of the 
Blind, the n'onal Federation of the Blind, the Reference Libra^ of the Detroit 
Society for the Blind, and the Resource Center of the Virtually Impaired Data Proceu- 
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The job modifier need not take on the responiibMity of hardware mDdificGition 
alona^ WVieraver a cDmputer system eKists^ there must be a staff of individuaU v/he* 
program and mciintaln that s/item. Experience of fhoie in the fiald has shown that 
these system people ginerally enjoy th^ ^hallengt of modl^'lng their computer 
system to accommodate a blind user, if the Job modifier is able to show the systems 
person the variety of technoiogy avalbbla^ ripresentaHyes of th© eqgfpment suppUer 
can be called upon to help in the restRjeturmg process. The combinQtlon of the 
counselor who knows the blind person^ the systems person v/h© kncwi the fijtl Mpabil- 
ities of the aKiitIng hardware and softwore^ and the manufacrurir's representstivt who 
knows how his equipment applies to the blind user/ constitutes a fDrmldable team* 

At this point a look at a job rest ruetu ring project currently in process may help to 
crystallize some of the hardware problems. 

A placement specialist^ keenly aware of recent technological 
Qdvanaei in the area of blind communioaHom^ approached a city 
agency^ seeking their reaction to the hiring of g blind person* The 
job that this placement peison had in mind involved the use of video 
display screens to enter orders against an existing account while 
tqlking to the customer on the telephone. After he learned that the 
city agency was quite willlrig to cooperote^ there wtre two major 
obstacles to overcome. The first was the reading cf the yideo screen 
quickly and accui^taly v/hila talking to the customar on the phone. 
The second was getting a dally updated lnfr*natian sheet In usable 
forni for the blind person* 



97 



95 

The placement specialist, acHng In concert w\fh computer systems 
personnel and ot^her staff membsrs of the agenc/^ looked over the avQil"^ 
able technology for a soiution to both probleins. Reading devicei were 
not the answer because of the second problem, even thougsh Optacon 
could read the video screen* The iheets of daily updated information 
that hod to be scanned were too connbersonie for the Optgcon user to 
hanHle, And for the same reason^ even brailie output wm not satrifactory * 

In coniultatiDn with representdtiyts of companiei monufocturt ng 
brai fife co?7iputer tarminals, it was found that: 

1 , A high speed bfanta terminal could be a repiuQement fcr^ or 

act as a slave unit lOf the txiiting vidmo terrtiinaU* However^ 
both eases would require sorne alteration* In the fornrier^ soma 
computer prDgramfning would ha^^e to be modifitd so that the 
Braille terminal coufd act as an independent unit, Under 
these condftioni^ the blind person' s Inpuf into the computer system 
wou^d be siight^ly^ different from that of his .Mghted counterpart* In 
the latter case^ where the Bra? lie tErminal would set as o slave unit 
to a video terminal, there would b« twe problems. Firsts, tfie 
hardware itself would have to be rrTodified to give informnttori to 
the Braille terminal. Secondly/ hordwcire failure rate ^wauld 
double for the blind person as he would be dependant on both the 
modified video screen and tht Brci lie termi nal - 

2 * It was discovered that through the mm of some dormant hardware 

owned by the ogmncy, o mom efficient and cheaper system mighf 
used to read th€ vldaoscraens* Tha agertcy^ happened t© have 
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some minHrompW3ter procass&rs left from an 
abando^d compufer s/s^efn. By entployi ng one 
of this© prociSS©!^, video screen information 
could faa gaf h&red and properly fomatted for a 
slov¥er^ \m%% expensive braille tennlni0l. 
3u In dlieusdiig the prohlmm of the informaHoFi sheet, 
it become ev!dle# that a computer program would 
aornehow have to be empbyed to spead the trans^ 
lation. The time needed for tromcript^ion Into 
hml \\m QncI pfoof raoding of fhm \ntoma\l on mode 
the talk urireaionabia . Pmafryadiiig was eisantial 
as the mformation had to b© aceyrat* for fhm blind 
person to do the job. Even if the tmn^cripti^r^ 
CQuld bm done, skimming fhm braill© infonmatian for 
the necti^ary pertinent ffaicts wos not pracf icof m 
the time ayaiiobia whilB the custorwr wm m the 

Th# solutiom to this prebkni lay r!ii tht application of fha *^Arfi'- 
{^^udio teponse Tarrninal System),, o time iharing s^rvic©^ ©r in tht 
me of the og^ncy-s o^n coiiipyter systtn* 

Wth the appiicatiQn of a bcal "Arts" syitem or ilrm shared 
eor^pu*«f, a voluntwr proyided by the agamy for the bllwd con 
enttr fhm piftinent data through the mm of ^ termrna! . Proofr^odin/g 
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sorae mi nHrompw3ter process© rs left from an 
abc!ndo«d compufer i/s^efn. By empbyi ng one 
of this© procisson^ video screen infarmation 
could faa g^hmed and properly formatted for a 
slov¥er^ less expensive braifle termlni0L 
3u In dUmm r>g the prohh&rn of the infomriaHoFi sh«'t. 
It becQrne ev!dle# \h<2f a computer program would 
aon^ehow have to be empbyed to spead the trans*" 
lation. fh& time nacded for tromcript^ion into 
hmi \:\m and pfoof reodi ng of fhm \mtoma\l on mode 
the talk onmammhle . Pmaff-jadiiig was eisantial 
as the jpifsfmation had to be Qcc^mtm for fh& blind 
person to do the job. Even if the tmnicripti^r^ 
CQuld bm done, skimming the bralile InfonmatiaR for 
the nec^^ary pertinent ffaicts was not practic0i m 
the time ovailobia whila the custorwr wm on the 

Th# solutioni to this probkni lay r !ii tht appllaation of fha *^Arfi'- 
{^udio teponie Tarrninal System),, o tl'ro© iharing service^ or in tht 
me of the og^ncy-s o^n coiiipyiar systeni. 

Wth the appiicatiQn a local "Arts" syitOT or tinne shartd 
eortipu*«f, a voluntwr proyided by the ogemy for the blJ^d con 
enttr fhm piftinent data thraugh the uae of ^ tirmrna! , Proofr^adin/g 



98 

and the caliber of pmnon who wl II fill it . One does not consider odaptstion of 
hardware ond software if a reading desfkt wll de the fob, Reading devices are 
currently' being used by hundfedi of blind peoplt ir\volvid in infQmnation pro^ 
cesilng fynctions v/lth Internai Revenue Sen/ice (!RS)^ Civil Seryiee Commiidoriy^ 
and Social Security AdTninlitration* If one does physically change hardware or 
f ntroctuce new temninals, he mu%f be careful that the new configuration does not 
require a higher Inteiligence level thain that of th© blind person's co-worken« 
This iituotion could quickiy bad to boredom and gn unhappy eniployee . 

Designing hardw^art changei id that they w\\ \ be am old in future steps up the 
oarier Isddbr moy mt be pcssible but certaioly would be an advantageoui side 
benefit. 

To help CQst-Justify nev/ or adapted hardware^ the job modifier muit consider 
more than the primary reason for the tKpense , If the nmw hardware can be made to 
s^rve nriore than one function by spending a little more time or money ^ the result 
could be very worthwhile, A reading device purchased to read a video screen com- 
puter terminal^ that dso pioofreads a typiwrlter^ reads a calculator or possibly data 
stored onmlcronlm^ makes the uier i ndepemdent in many areas* A braille termina! 
emplayed primari ly as a substitute for a sighttd t^miincil^ which also functions as a 
pri nter for needed Infonnation (as in the eKgnnple of the city agency) or as a source 
of manual infoTmotion (seen in recent experiments by IRS) 1% amother eKoniple of 
aKpanding the hardware's ijseftjiness. An audio response system could be used pri-- 
marily to print fonns^ but a perion who uindent^nds the full capabiiities of the 
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special aydio system would find fnony other appiicaHons of its potenHa! for the 
blind Infonmatlon elerk^ such as keaping o computerized filing system. 

A major consideration \n mmg technology to old a blind person is the re-* 
Ifabifity of the product. Any eiectromeehanical device has a fallgre rate and 
thus a down time percentage. If a peraon*s entire job function depends on the 
adopfred hordwore, fhen he will be incapacitated when the deyiGe fails. Plans 
fpyst therefore be made for this inevitable failure so that an awkward situation 
w\fh the employee and empSoyer is averted by having some other productive work 
or study assignments avQilQble , 

Othaf questions that must be answered in thi:s area are the length of time for 
ServiCf; Us cost and wHd is reiponsible for the cost* In the oose where the equip- 
fment involved has been provided by someone other than the eniployer, the question 
of who pays the maintenance costs become o very irriportant consideration. Ideally^ 
arrangefnents could be mode to hove the ern^pioyer assume this cost or^ as an 
altarpativa^ the Vocafioinal Rehabilitation Agency through the follow-along-service 
could Qssuma the cost. If nfj^h^r arrongament is possible and large groups of blind 
ISE'^s have to carry the cost of il^helr own equipment maintenance^ then federal lagfs- 
lotfon providing tax r^otm to empbyers and for employees should be coniidared. 

Recommeindatlons 

1 . Undoubtedly^ techrialofy co/n allow a blind person to make effective 
use of his talents in ^he iSE field, In order to make the bast of the 
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new t-echnology available of opHrnum prices, the equipment must 
be ordered In mass quanHHes, The likely agency to make such a 
purchaie is the Department of Heailth, Education, and Welfare 
(HEW). But, under current low, there is no provision for such 
purchases, Insteori^ equipment that is purchased cornel mainly 
through state ogencies using indirect federal monies* Single- 
unit purchaiing ii at premium prlcei^ ai the manuFactyrers can 
only order their parts In small quantitiei. Time is alio lost in 
the process. Usually, the blind person must have secured a job 
befcre the equipment purchaie order is issued* Many clerical 
jobs In ISE wilf bp lost to blind peopb, as the employer cannot 
wait to fill the open position. If the agencies had a back Ion of 
equipment because of a mass purchasing policy, there would be 
no time lost . 

It is clear then that wa need a federal law change that would 
grive HEW this purchasing power. 

>Sy^Dther need is for an open-ended research and development grant 
that would supply technical e^^pertise to the job restructurer* The 
grant would establish a list of quolified Individuals in the field of 
technology for the blind. Then, when a placement speclaMst 
needed technical advice on hardware job restnjcturing, he would 
write a request with a description of the job. The grant would 
provide money to pay for on individual to be sent to help in the 
planning and interfacing of any equipment involved. Reports 
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supplied by the consultants would provlda a resource library for 
the other consultants and. If widely circuiated^ vvould keep all 
plaoement specialists up to date on job ppsiibilities. 
All too frequently^ the job modifier d#yotei his enfrire effort to 
the speGific job and pays little^ if any^ attention to the largtr 
work anvironment* Clearly, for a connplete and effeetive job 
modifi cation program, the job modifier must attend to the lay- 
out and design of the work environnnant so as to make it barrier 
free * 

In the process of making special modffl cations to the work 
environment for the specific target population, coniiderable 
care should be token to avoid craoting new barriers for the 
blind or non handicapped populationi. Also, whenever possi- 
ble, every effort should be made to Integrate the environmantal 
modifications Into the overall physical plant design so as to 
avoid separate facilities and the associated segregation and 
itigmatization. 
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APPENDIX A 



PARTICIPANTS 



Project Director 

Louis Viecsli, AssDciate Professor, 
C&ordinator, Placemen!- Counselor 
Training^ Soufharn Illinois Universfty, 
Carbondale, IL 62901 



C pordinat'ori 

Thomas W, Dickey, AssiitanI' 
CoordirHator^ PlQcement' Counielor 
Training, SDuthern Illinois Untversity, 
Carbondale, IL 62901 

George Magers, Assistant Director^ 

Office for the Blind and Visually Handicapped 

Room 3328, HEW 

330 C Street SW 

Washington^ D.C. 20201 



T ask Force Members 

Nancy Albrecht 
Adnninistrafive Assistant 
Social Security Administration 
1640 North Gower 
Hdlywood, California 90028 

Oiorge Arsnow 

Chief Counselor, Vocational Rehabilitation 
Moisachusetts CQmmisslon for the Blind 
39 Boylston Street 
Boston, Massachusetts 02116 

Mary K. Baunnein^ Director 
Nevil Interagency Referral Service Inc. 
Roerri 400, 919 Walnut Street 
Philadelphia, Penn$ylvania 19107 

Janet Bixby 

Careen Editor, Digl^ue Inc^ 

3100 Oak Pork Avenue j^QS 

imm^n, Illinois 60402 • 



A, L, Brooks 

Anierican Telephone & Telagraph 

Bell Systerti 

New York, New York 



Floyd R, Cargill, Chief, 
Services for the Blind and Visually 

llondi capped 
lllinoii Div^ of Vocational Rehabilitatic 
623 iait Adami Street 
Springfield, lllinofi 62706 

Kathleen Crawford 

2 Ayr Rwd, Apt. 24 

Bostsn, Maisachusetts 02146 

Jerry Dunlap 

Divlsien of Visual Services 
P.O, Bdk 25352 

Oklaheifia City^ Oklahoma 73125 



Gtnn! Eachus 

7870 Big Bend, Apt. 1 

Sf, Louii^ Missouri 63119 

Joan EasterbrDoks 
Rehabil itaHon Counielor 
Deportment of Rehabilitation 
1111 Jackson Street 
Room 5O02 

Oakland, CaliforniQ 94607 
Ted Haxton 

Social Security Administration 
District Office 

West Palm Beach, Florida 33402 

Anne Kahl, Labor Economiit 

Division of Manpower ond Occupational 

Oytlook 
Buredu of Labor Statistics 
Room 2916, G,A,0. Building 
441 G Street NW 
Washington, D.C. 20?12 

Elmo Knoch, Director of Training 
Arkansas Enterprises for the Blind, lnc« 
2811 Fair Park Boulevard 
Little Rock, Arkansas 72204 

Harry J* Link, Specialist, 
Placement and Employment 
American Foundation far the Blind 
15 West Sixteenth Street 
New York, New York 10011 

James Linsley, Training Specialist 
Social Security Administration 
Room 140 Altmeyer 
6401 Security Boulevard 
Baltimore, Maryland 21235 

Jerome R, Lorenz, Coordinator^ 
Rehabilitation Administration 
Rehabilitotion Institute 
Southarn Illinois University 
Carbondale, Illinois 62901 



Vernon Metcalf 

Arkansas Enterprises for the Blind, Inc. 
281 1 Fair Park Bouleyard 
Little Rock, Arkansai 72204 

Trudie Musler, Managir, 
EdwcationQl Marketing Development 

Progranri 
IBM 

Parsons Pond Drive 

Franklin Lakes, New Jersey 07417 

Anice V, Nelson, Program Manager 
Office of Selective Placeinent Pr^roms 
U*S^ Civil Service Commission 
19th and E Street NW, Room 6516 
Washington, L),C. 10415 

Miles Philpott, Plocemenf Consultant 
Texoi Commission for the Blind 
5327 N. Central, ^314 
Dallas, TeKQs 75205 

Louis H. Rives, Jr,, Director,^ 
Research and Staff Dtvelopment 
Arkansas Enterprises for the Blind, Inc. 
2811 Fair Park Boulavard 
Little Rock, Arkansas 72204 

John Robichoud 

Maiiachusetts Commission for fhm Blind 

39 Boylston Street 

Bc^tOH/ Massachusetts 02116 

Richard Schrempf, Rehabil ItaHon 
Counselor 

Illinois DiVg of Vocational Rehabilitation 
3719 Northeast Modiion Stretf 
Peoria/ Illinois 61614 

Richard J, Snipas, Marketing Director 
Triformation Systenns 
166 South Bay Avenue 
Freeport^ N&w York 1 1520 
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Stephtn Young 
Senior Staff Asilsfont 
Social Securit7 Adrninisfrafion 
300 S. Wacker Dr* 
Chicago, Illinois. 60606 

Matt Wood, District /Manager 
Downtown Los Angelts 
Social Security Office. 
419 South Hill 

Angelti, California 90013 



M, Eugena Spurriar, SuperviSDr, 

Services for the Blind 

Division of Vocstlonal Rehabilitation 

2100 Guilford Avenue 

Baltimore, Maryland 21218 



EditofiQl Assistants 

Kathleen Denzel 
Rehabilii'ation Institute 
Southern IHinois University 
Carbondale^ Illinois 62901 

Patricia Hartman 
Rehabi ligation Institute 
Southarn Illinois Univ^eriity 
Carbondala, lllinoii 62901 



Magdo Moustafa 
Rehabilitation Institute 
Southern Illinois University 
Carbondale^ Illinois 62901 



Project Secretaries 
Elian Ford 

Rehabilitation Institute 
Southern Illinois Univ^tnity 
Carbondale, Illinois 62901 



Alnno Sheldon 
Rehabilitation Institute 
Southern Illinois University 
Carbondale^ lllinais 62901 
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TRAINING PROGRAMS 



VOCATIONAL TRAINING 

for 

QUALIFIED BUND PERSONS 

tobecQme 

Civil Semce Inforrration 

Specialists 

with 

UMITED STATES CIVIL SERVICE COMMISSION 



invB^gBtlon $$ suppofW^f^ In pBi% by O^monsv^thn Gfwnt 
No. 2&P^&^15/Bfrom the fiehaNrnrntion S&rvkes Admrusmthn, 
S^S^ HBN, ^trough Prq&cm vMi /ndustry. 



introduction , 



Sx^ctrttyw Dfr§ctQf Roy Ku^e wftft ms/ifefe $MtM ty^oikfr^ 
^ ^onBOrship th& AEB RBhBbtrttm^on Cmtsr by the Lhns of 





Arkansas BnterpnsBs for the Blind, Inc. 

affinatdd vyith 

InternationBt Serv/cBB for the Blind, Inc. 
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TTie Arkansas Enterpnsai for the Bfind r^ervad fl 
DamDnitration O^ni In 1973 from ti^ Rahabtlitatfort 
Sirvlcei Admmlitratiofi. Social and Rihabllltatlon SarMcir 
Departmant of HasWi^ Education and Welfari through^ 
Pfi^ero with Industry^ to develop critaria ind € Cpurmi of 
training for blind pefioRS to becafne ^ lnf©r™tiort 
Specialist emplayod hf the U,S. CMI SarviQfl Corn'* 
mission. 

The CSIS program at the AEB sprang from th€ luc-^ 
etss^ demonstrated since 1987 by th# Taxpiv^*" SeMc* 
Reprasentativs training program for tha Intarfi^l R^^nu# 
ServlM, Both prog rami are daslgned to train quilifled 
blind and \4sijallY handicapped persor^ for th^a spddfi^ 
jobs with the belief that othar and similar empioyrnent 
Dpportunitiai can be rdeniHied In wh?ah blind per^orii cifi 
be effectively and efflclenlly amployed. 



admission « - 



Rehabilitation counselsrirnsy refer potential CS|S traineei 
for evaluation at any time of the year^ but not iatar than 
one month prior te the beginning of the ela£3 v/hlah the/ 
are expiotad to enter. Each olasi lasts thre© m^n\h% whh 
new cli^as beginning In Feburary, June and Detcber^ 

It 11 reeornrnendaci Ihat an appncant ind Hb 
rehabllHatlDn eounielar arrange an Interviaw with the 
n^r^t District Civil Servian Commtssiop PefSonnel Offi^r 
for eKploration of employment possibilities in thi ap^ 
plicant's home stats. 




h/lfB. Jaym Bakw Bpmn, Vk€t CfmlrmM of the ifS* CM 
Se/vte Comrnfmlon, k pictmm^ during ^mduBtl&fi 
cBremonJms far the f3rst CSfS chss of th& ASB. She 
f0cm'v&d ^P^cM recagnhion forhm support of th^ ^m§rBm 
from ABB ExsQuth^ QHQtor, Boy Kumpa. 




MB arm mWBrFW^hy^ fn U^S. CMl Sbm€% ComriiB^m 
Mhm cfms&s to foffaw. 



The fe© for tfiioiiirrontiiof fvaluatianb Fef thois 



durfag tiia grant ^riod b>r thp AEB umdar tTfi pfojac^^\^ith 
induitfy grant flown arid board e^pen^is ^Or ^ralneii 
Mrw^ m eimpus rio^^^'n^ ^slu^tlon^ p#ri&ril mi- 
justfTwrtt, arid prevo^tioiial f filntng, ire difr^yid by "Ehs 
lions CSu^ An tstimite based m pa^ i^^iri^ne% In- 
€\Qm\m that appr oxlrrately i^O B n^siMfy <Q mm 
campus roorn arid bDirf npads during thi tf^rt© fnorith 

quafiffoBtfcnB . - * 

The initiai SilectlM applfoan^ b dore by ^he 
rehabnitition counselor In tihs spon^erir^ s^t@ iQgncy 
witfi fiTOi ivaluatlon during a ens p»Qjd at ttia 
Admiision into the thraa rrOfith 5^18 Oou'le wil| be 
conlingent upon the A68 ivr^luafbn ^ndi Imarviivvby ^he 

the U.S. CM! S^rvica^mmi^^n. 



MOBILITY 

Tbe^n^daMniij^tte ibl^to dontcniMis Indeftind^snt 
m^ilrty to a high cfigrM H« (M sh«) mjst In 
botih otJtd^r ^nd Indoof inobili^ witti empMili cn 
eorr piste iMipandarm. Th^ ^rdidata must be ah)^ m 
adjiJit tc oWea ^luatfer^ whert worfcing ^pa^te lirr^rctd. 

fWIEMr^L ABILITY 

The san^diM sMuld hive ar I.O. of ibtfve avir^gd 
verfegl leveL Subte^ bi ,rnirii0fy« vo^byMry, girieral 
intormslion Jinrf digh spari ii#m t© be <fitteal f actori* 



BRAlLLCjr * 

Raiding aorripeteri^ sfieuM hm OQ words a minute or 
better and eoniprahirisionK 10 9S ^^eeri* op fcitt*r*The 
job will rac^utre that nat^ be tsken anid m^mos wrl^en so 
that ability use £ brilllo w^ir and sla^a will be 
neefflsary, TN« eandldaw sKculd hawe sfate and ity^lui 
ibi!ity of 12 tclS\v©rta ptr fninutp and po^s^good 
braille wfthg ekilh* . ^ . ' 

TYPEWPiriNC ; 

Csndldat^ wuplb© capable of usinga t^pev^^fter it the 
rate «f30 wordi per rrinu*e v^th good adeuracy iri^ must 
be afele to compoM and write a good buiin^ti latter^ 

Tina candidtett mu^ W in ajcpert In the wse of th 
telephone sirice rmdt\ cpff his VMork Wli &e d^na in th'^ 
mannar. ^ good taleptioria pdrsoriality ^nd m pteMnt voice 
ari siientlai, The abilrtytdi^eept ^Qi|t#ly8riyeUnriass and 
hostility tJiit may ba ^nMuntirad vyWh !ri*c9n»1ng cate is 
imporMnL The ^ndWata rriu^ l^t ^pable of 
raturntag ealte in inattnc^s ^hare research fa IrivoMcl 
befwe qu^ttons can bt answerad, \ . 

PEPSOMAU A OJ USTIVt EMT 

Candidates shoufd bo persona We, botli in and 
miri^er, and able te groom IhinTSelvii aiJpri^prls-tily ^or 
pro^eiiianal irrployment. The candldaCi ^hoEiid 
dirr%€nitrate ^ppr opriate matyrity* G^od eiiquetta it all 
timMil^pietid, Dinsng and food hir>^lingcorriPf«ns^fe 
neees^ry and will b# cifiiel^ evelya^tid, ^All carxUdalas 
should be able to aecept and us* suf ^fviilon. 



Ekc< 



N^TNEMATICS 

iptionil mathifnatical skills an r^ot requlrtd* 



FOR FURTHER !M FORMATION C^NTACT^ 

Moy KufTifim^ Exmcut^i fflf^ar 

^RMNSAS £Nr£RP'm£S FOR 7Hk' VNQjm. 



ERIC 



ID'S 



VOCATIONAL TRAINING 

for 

pUALIFIED BLIND PERSONS 

to becofnt 

TAXPAYER 
SERVICE 
REPRESENTATIVES 

WITH INTERNAL REVENUE SERVICE 



i INTRODUCrJON.. . 

In 1867, Arkansas Entirprlses for the Blind Initiated a 
pilot projfct for training qualifiad persons as Taxpaygr 
Service Repfesentativeivviththe IntimalRgvenue Service. 
The program was a joint iffoil sf IRS^ The Arkansai 
Rehabilttation Service for the Blind and the Arkansas 
Entefprises for thi ilind through m grant from thi Social 
and RehabllHatlori Servica^ Departrrient of Htalth, 
, Education and Welfara, 

Thi progr&m m©v©d inte a ntw phase in 1971* with 
ixpiration of thm grant and attar three succesiful years of 
demonstrating the affaetivenesg of the project On the 
basis of this succ^* the training servfee is being oorh 
tinued at MB and Is now avallabie through payment of 
tuition and fe^ by sponsoring rehabilitation agenGi^, 



ADMfSS/ON... 

RehaWlitation ccunselon may refer potential IRS 
trainees for ivajuatlon at any time of yaar, but not later 
than one month prior to the btglnnlng of the elass whieh 
they are expected to enter, iach class lasts four months* 
with new classiS beginning In Fibriiary, June and Ootober, 

It is recomnierded that an applfeant and his 
rehabilitation counselor arrange an Interview with the 
near^t Distflct IRS Personnel Offleer for eKploration of 
imploymant possibilities In tha applicant'i home state* 




Arfcansfls Enterprises for the Bliiidi lue. 

offiliafed with 

Imterratiofioi Serviees for the Bfindi Ine* 



DmnDut insmctor^ and Mm Mmvf McCkrm, conSiilmn^ 
cheek s rnmp ^homng IRS emphymsnt hamtions of thm 
morm than W fSfi trainmBS who hsv§ QOmplmtBd thm 
coursB if th& AMB* 
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JaekMeSpsddBn. first blind persQt) to finish TSR tninins 
at the AEB tacmysdmn tt^ardts in outstanding mmfiloym 
of thB Treasury Department from Ju/ie Nixon Eismnhwm. 
McSpadden has bimn imploimd at the Uttle Rock IBS 
office since June, 19S7, 



COST. ' 

ThB fee for the ivaluition period, fncluding foom and 
beard on campus to »7ao. For those qualifled teenter the 
iralnlno program, the tuWon and fets total y.OOO *or th« 
entirs period. TWs does notirMlude room and board whicH 
thi tralnei is responslbte for ■rrangino off-campui. An 
eatimatB. based on past experience, Indicatai that ap- 
proMimately $^ per month is neeessaiy to meet thw« 
maintenanee needs. 



■QUALIFICATIONS.,. 

It is understood that the initial evaiuition of an applieant 
is toie done by the rehabilhatlon eeunw lor at the state 
levd and tNt a flrMl eviijlaticri will be itwdt at 
Enterprises tor the Blind. A candidsM's firet month at the 
AEB Center will bi devottd to evaluation and the bc- 
ctolance of any candidate «HI1 be contingerit on this 
evaluation. 

h/IOBILlTy 

The candidate must bi able to demonstratt Independint 
mobility to a hlflh dsBree. He (or she) must be skilled in 
both outdoor and indoor mobHity with emphas^ on 
corrplete IndeperidenM, Th« candidite must tim abit to 
adjust to office siwations where wvDrkmg space a limited, 

IVIENTALA.BIUTY 

The candidate should havt an I. CL of above averige 
verbrf levrt. Subt»tt In memofv. vocabulary and digit 
span are critiul ffaclon. 



MATHEMATICS ^ 

The candidata should have mathematieal skills of a high 
school graduate or better. The candidate should also 
understand fractioni and percentage. Mental flrlthmeUe 
ability should be developidto a Moh degree. Mathematical 
aids for the blind ssjch as abacui art available and in soma 
msm essential. 

BRAlUi 

1 

Hm4\m compmrny should bm SO words m miriyte or 
bittir and eomprehenibn ffi to K pefcent The job will 
raquine that notei be Ukmn and memos m\n.m bc that 
ability to use a br aHle whar and ilate will bm necei^ry. Ihm 
candidate should havt slate and s^u^ aWlity ef 12 to 1i 
words per mlnulf arid pc^s^ good brailla writing skills, 

TVPEWRITINO 

Candidal^ must bt capabjg of usFng a typtwritir at the 
rate of 25 words p€f miniitf with good accuracy and must 
bi able to eompose and write a good bu tlnass letter. 

TELEPHONE USE 

The eandidati fnuit be an expert In th© use of the 
tifephani sinee nntieh of hli work wIM be done In th^ 
r^anfier. A good talephone personality and a pleasant voi^ 
are ^ential. Th© ability to aecept politely any curtneii ar^ 
hostility that may be etieountered with Incoming cans m 
n\ml Impor^nt. T>ie oandldate must be capable^ 
ritgrning calls In Instances whera researoh Is Invo^eo 
hifere qu^tions can be answered. 

PERSONAL APJUSTMENT 

Candidate should be personable, both in drass and 
rnannar, and be able to groom themselves appropriitgly tor 
professional empIovTOent TN ^ndidate should be 20 
vears old ©r older and demonstrate appropfiatf matunty, 
Good itiquette it all times li ixpeotid, Dlfiing and food 
liindling compiten^ Is neo^sary and will bt closely 
evaluated* 



FDR FURTHER II^FORMATION CONTACT: 

Roy KumpB, Ekecutiv^ Director 
281 1 Fsfr Piark Boufmvmrd 
Littlm Book, ArkBmas 72204 
S0f/G64-7f00 

AfiKAmAS ENTEfiP^fSES FOM THE BUND, INC.' 
AffiliatwdwHhlmwrnmttonalSeMQmBF Blind 



Mo ona Is denied seryfaes beeeusa of 
rasep creed, ain, colon or nstlonal orlglfi^ 
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J £f^^^?^t .Vi t N T OF MfcALtH A^O R 
C J= f^sHdf, Secrellff 




CHADILITATIVE SERV.C2S ST^hH OFRORIDA, 

DIV'S'O" OF Rtifcw O'B Askew, C^vtrw 

VOGATiOIVlAL REHAB! LfTATlO.f^ 



BUREAU OF BLIND SERViCES * 



1333 S.W, FiRffTSTS5ET,£UITE 203 
TELEPHQiN£&'t3-1707 



March 20, 197 4 



Vte ara .leasod to announce that we are f '^f 2lecSrl?y"' 

rla-s for blind Service RGpresentatives vith the Social Securi 
^^f^T:- ^f^^^Jorthis year. The Florida Bureau of Blina Services, in 
cSS^c'ation^itS the social Security Administration, has now recruitae, 
ls?2d! anS a 3isted in the training of SS bliad P^^^f-^^?^ 'f^; 
on tha job. These blind clients, of v.-hon many are totally cli^d, nave 
^raduiteS froi. s^ven classes trained curing the past five years. 

They v/ork as Ser'^ice Representatives starting at a ^3=4 level eara- 
™'?7?198 annually and can be prcmoted to Grade ^^^^ 
f-'-^c-o-'/ with the top salary being $j.l,668. Graaua..es o*. 
elr^y cS^c^ «; .lread;/ wording at a Graoa 6 level, and .est or .ha 

<jtiici- gra'duatos are working at a Graae d leveJ.. 

The social security /^driinistration has made it possible to recruit 
ind triin blind persons from eight U.S. Health, Education, ana ;.cU..a 
regions. 



In the firs 
blind appli 
each Vocati 
-blind with 
referrals, 
then fill o 
ClienwS for 
blind Servi 



t enclosure, you v^ill find a list of qualifications xor 
cants (Attachment A) . It is hoped that you ..all ^^^^y ^, 
onal Rehabilitation Counselor in your state agency lor ^.ne 
this tnforination so that he casi screen his case laaa .or 

If ..oar counselor has a referral, or referrals, he saoi^la 
ut the forms attached to the " Instriictions for Rererring 
Screening in Social Security Administration Program .or 
CO ReDresentatives" (Attachnent C) and send it to me. 



Screening and testing will take place an 
our Adult Rehabilitation Center for tne B 
jr,tarviev;ed bv Social Security Managers, 
include: int'elligence tests, psychologi.c 
(reading and writing) , large print (readi 
mobility, SSA natherriatics test, and in ac 
cover i£ they have the typo of qualities 

For thoGs of you v,-ho arc unfr.nillar with 
a co-jy of an article frorr. Perfognanee Macf 
v-hich is a publication of the Presioent's 
the ilandicapped <A,ttachn\ent , B) . 



Daytona Beach, Florida , at 
land. In addition to heing 
screening and testing 
al tests, tests in braille 
ng and vriting) , typing, 
tual "role-playing" to dis- 
needed for this job. 

this program, I am enclosir.g 

azinG^ (October 1972 edition) 
Conraittee on Ejiployment ot 
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A N K O U C E H ^I^ -J^lJ. 



„Mi f-itpa olace' in the West. Palm Beach 

July .1074 : . 

- J ^ 4.1,.' ^^««n i.eeks There is no charga by th« Social 
for a period of thirteen w«eKs- , ^ Maintenance co<sts and 

Socurity AdniinistratLDn Cor .his -|'.j,^^gspo^sibiUty of the 

trarisportation expense^ . TJIhabiU^Lion alancy sponsoririg the cli- 
particular s^ata vocational the Social Secur- 

ing. Kuch of the training equapmen. as ^^l^^d y ^^ppUed t^y 

ity Administratiorx bu. ^?S,If ^ost to the rehabilitation 

eluding transportation. 

«ace«.. of your client v,iU "thin the O^S ..f^.f state . 

?f .foiirL'-S^S-sSe "Sf /o:/cU:nt^.ust /a .oM.e , I.e., «1U- 
tnq ?o be placed withia his ge.neral region. 

^-^^^ ess ^him information as soon as pos- 

which vill taKe place on 

Kay 13, 1974 to n^y 16. 1974 
u en^^i'fln We in Florida, and those in the adjoin- 
t^/ft^?25 "h:5^bL^nTK?i.S P?"s.a with this program. 

complete i^s^^^'^j^ij^^ ^1:^1^1^ j:^"" 

gram in Daytona Beach, see AtL,acmienc w, wxu 



Very truly yours, 
BUREAU OF BLIND SERVICES 



Donald H, Wede'wer, Chief & 
Coordinator of SSA Training Program 

DeSa^t'Lt'oHLlth a.a H.ha^ilitatlve Servicas 
Division of vocational Rahabllita^ion 
Bureai of SUrvd Services State Eeaagt^arters 
1305 ?Jir.cv;ood Boolevard 
TallahassGe FL 323 01 

Telephone I-904-4S3-77 91 

113 . 
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A VOCATIONAL TRAINING AND IMPLOYMENT OPPORTUNITY FOR BUND PERSONS 

Mary Barbar# Actl ng MA Prajacf Coordmator 
Ldi Angalas CsfyCoHaga 
855 North Varront Avenui 
Los Angeles, 90029 
CalifDrnia 

PrmpQmtmn of Blind Persons f^r Employment as Telas^ivlci RepresenfQUves 
whh thm Social S^eurify Adit^inlitraHon 

PURPOSE 

Inardsr io facifitati the empbymanfr of corripetant talephom larvlc^ representafives by the Soclol 
StQurity Administration and In order to (mplei^ant thm placamant of qyolifiad blind persons >r this 
ao"opsraHv8 entarprlii hm bean expanded io the wesferri stotts. A slmi Jar pr^ram fn th§ eastarn 
states hms resultad in five (amploymant of over 50 bli nd tdephone saryio© riprai#ntatiyis. 

SPONSORSHiP 

Funded by a Research and Demonstration Grant kim the Social and ^ehobillfation Service^ HEW. 

tmimng and employment provided by the Social Security Administrfltloni^ H;:W* 

Riferrali and training e^peniei furnished by the Department of RehabilltciHon of the Western States. 

Admini itratlon and coc^rdinciHon of the program provided by Los Ar^alas City College. 

A HARD JOB 

Pirsons ampfoyed on this front Una lob must kmw all there is to know ahmi the currant operation 
of fcclgS &cur{tyi Madlcara and must ba fominar v^lth other h^dth and welfare progroinii. teyorid 
the pra-erppbymant tramir^ pr^ram^ the liorning lots on □entinwuity throygh in-serviea frainrng 
to keep par^r^nal up to dote wi»h the evar expanding service pr^romof the SocFol Security Admin-- 
istratton^ The job requiris the wrvica repreientotlya to ba on tha talephona 8 Kours per day.^ He 
listens carefylfy to oscartdn whot the real questiori is and respondi wifh aocurota inforfnotlon in an 
undai^tgndlng rTionner. Ha must obtain nawssary Informatien from fhm calkr and e^cacgte neca^ry 
forra so that fol low-up cari be dona by other Socigl Security parsonMi . He must bteoma fqmi fiQr 
with the healthy aducgtlonol and welfare wiouToes in th^ ^orrmunify so that ha may dlrtct coHafi 
to the dpproprSata c^cricy when the d^s not specificqlly concern the S0Oi«3l feeyrlfy Adminis- 
tration. H# be abla to "meat deaP" Nvlth difficult sftuationol problara and ot the same 
fltm mointoiii a warm cind friendly regard for his ttbphom eolltr. Malatenance of good worlcir^ 
rtlationshtps with supervftiors and colboguai is assantl^l. 

WHO IS ELiGlBLE 

In thot the TSR ii the prlniary contact ptrssn batwew the pijblfc ond tba Socfar Security Admlnistra- 
rlon^ only the yery best effiployMi ore wanted* Legoify blind ^rscns 21 ytars old or older iriay 
apply if they can Rieet the follow! r^ eriterlQi ltd 



4. 



QU kLIFI CATIONS FOR BL IKD SB R\;iC3 RSPRJ iSSNTATIVSS 
"" """" — . I'JI TH THfi 

SOCIAL oscukr?yxpnryisgRAricN 



:n. screenir.g your cas« lo&a, you shouia keep the £ollo%7ing in mind: 

L '^ou,- client nxist have tv/o years of college credits or two yoars of 
v/orJc e3;perience, afiminis trative in iiatuxe. 

i. Be must pass the Civil Service Sxamiriatioa for "Junior Federal 
/issistanit Q'uestioris cover vocabiilsri'' / reafiing, corr.prehsnsi.on, 
abstract reasoniiigr r.ane and nuT^er comparison, and siwple 
aritmaefcic. 

U He r^ust be v/illing to live in West Palm Beach for the thirteen-week 
training program and be willing to relocate If necessary witnin Lhe 
^ ■■■ KSiW Region where he is froa to accept employment. 

The ciient Lmst have a persi:asive telephone voice and be able to 
nnee-t ar.d interviev^ people s:<ill£ully- 

i Client must be able to either read large print and write legibly 
or r-evxd and v;rite brailLe (Grade 2) . Your cLient Tmst also be able 
to tv'pa. Speed is not eEsenttal but accuracy- is irr.portant. This 
tyainig or v/riting will also involve niani? varied for-iS which the client 
will have to Gomplete,, 

L He ftimst travel independently and be able to use private and public 
transportation. 

f. K3 rr.uist Lie a nature person,, 
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TO- i^ll Rahabilitctloft CoutistlQrs foif thm iliiiidp^gcincliS iot the Blind 

and Visually Hakidlctfppedp States Mast of t^e Mlsslsitppl River: 

iUBJECXi SOCm SECURITY AOIINISTMTIOM tlLESERVICl TOftDJIi^ FROQRAM FOR THE BLrND 
Dgar QollmiiQwmi 

This is tD raulnd you tfiat L^a Aogeles City l^llQgm la #£lll coordinating Che SSA 
Tal^servloQ Eapresentatlva fwsrom fo? the Blind In the West#rn St&te0«^ We art 
happy tP be alile to adylse you thmg follwiiig the eHplraclon ot the Social and 
Rehfibllttatlt>a Serwlee 1, and fh fiwant sa Deeeraber 31, lf73p the Saelal Seeurlty 
i^dnltiistratloii awsrded LACC a cm^Mmt to auppDrt thm eoDrilnatlsis ectl^ltl^s thraugl 
Jumm 30» 1974* iAfter Jiily 1, 1W% WCC hopem t© be abla to continue to offer the 
SQtvLcm ©a the tbaals of o fea Ife? #^feluatlon aarvlce;^ ^hargoi to tho referring sgetis: 
sinc^ mo further diract fedaral aupport la anttclprts^ sftar thae^dats^ 

¥a are ctyrraattly reerultlng far a training stEsion t^lah la anticipated to bagln abet 
Jmm 3, 1974, EiafarraLa ihould be made l.mjgdiataly so that all of the prepaton^ t^rl 
cait be doiNi and suitable applicants presentad to tht selectioa comlttee oib Aptil 25 
19?4. ApplieatloM liileh mom in to® late or Am not cQ^leted by tBiat date will bo 
Mnaldaradi lor later tralntna saistoaf* We do mt yet hava a list of locations vhmt 
mw^t^ymmt opportuMlas will be awllable for thmm trainees. Bowewr, en-pe^t 
then Winr^e Mre than anou^ ecployinant opportuatias for the twelve trainees ea? 
handle oaeli passion* It also helps if the counselors conta^ct the SM Office Mawagar 
In thaUr areas and explain the program to them so that thay oay initiate requests fo: 
Blind TfSR throuah their Regional RaprQaentatlvas im charge of district office opcrat: 
Such local interpretations will Increase the niwiJber of ovailable Job al^M ^^d rasica 
place^nts possibly closer to hona for your cllontSs Sone of the Teleservic^ Centar.' 
havci ancountiired dalayf in got tins into ©perettoEi, but they are making progress and 
we aaticipa<ti ^re Job orders froo thorn in tho near futura. 

In the event that you do not have a supply of our general Infornatlon bull^tla. 
Rehabilitation Counselor*® Snide Lines and Frallmlnary Applleatlon FormSi, ipleasa 
write to at Los Angeles City College. You taay also Mimh to send a letter of re- 
ferral Isfjediately If you do not haw our paterlala on hand* Referrals should inclui 
partomi data, educational and enployrtsewt records » eye and ganaral medleal eKaLiinatiL 
raportSi psychological teforts and rehabilitation center avatuation reports If avatlf^ 
Whativar infformatloa w$ raaeive ^111 avaluateund advise you as to tHa applicants 
accaptabillty and how you should procead. 

If you hsTO moda raferralt in the pastp please coistioM to do so* If yoa have aotp 
it is i^rth iThile es^anditura of tic^ osi since applicants %Ao aw accepted as trainee 
aod ititia eoisplata the training suceess fully are gyarantead employment. 

Vai^ sineeralyt 

Profact CDordlnQtor 
MM/ jw 
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Pass the United States Civil Service exami naticn, "Junior Federal Assistant", (GS-4). 
Satisfact-orily pass the Social Securit-y Adminlitration "meet and deal" panel interview, 
Niephone technique interview and general math test. 
Read ink print or braille at 80 words per minute. 
Write script or braille legibly and occurotely. 

If a braille reader, must be able to typewrite accurately at 25 words per minute. 
MUjst have eompleted at least 2 years of colltge or have had equivalent responsible 
employ ment txperience. 

Must be generally ernotlonally mature, socially competent, be able to manage personal 
dffairs adequately and be comptent In regard to oritntation and mobility. 
MJst be wiHing to go through on evaluation process at a rehabilitation center for the 
blind to verify skills, abilities and aptitudes. 

Nki%f be willing to go to Los Angeles for training and to move to a western city where 
employment Is available. 



MOW TO APPLY 

Interested blind persons should contact the Vocational Rehabilitation Counselor for the Blind in the 
district in which the applicont lives. If the Rehabi lltation Counselor feels that the candidate meets 
the nil ni mum requirements, he will writ© the Coordinator of the training pr^ram at Los Angeles City 
College for furthtr information. The CQordinator v/i II provide instructions to the counselor as to how 
the selecti'on process will be carried out and the further steps which the applicant must take in order 
to quoHfy for tralntng and become a candWaVe. The final selection of candidates is on a competitive 
basis wifh all refevant fat^tors considered. 

BENEFITS 

This program presents an opportunity for capable blind persons to compete with sighted persons for^ 
responsible {ebs with the Federal Government. In fhm competition for the training, each per«>n 
should findouf where his strengths and weaknesses lie so that he may, if necessary, re-adiust his 
goals or acquire additional skills. The 13 week trainlmg period essentially provides the trainee 
vmh a body of fcnowledge arid appropriate skills which ccnstitute an occupational identification, 
that of telephone service representative . The trmmm who completes the program successfully can 
anticipate immediate employment in one of the various Ts I eservlce Center or in a district office. 
Blind pereons who become federal employeis can expect the same opportunities for advancement 
and employment security as Is enloyed by their fel low sighted workers. Job performance d_etermmes 
progress both with regard to additional responsibilities and additional compensation. The fringe 
be^iefits provided for federal employees are equal to or wperior to those available In private employ- 
ment. Health Insurance, vacation, leaves of abience omd retirement benefits are the nxjst obvious 
fringe benefits. Opportunities to work In a socially signiglcant {ob and to associate with colleagues 
who hove similar Interests ore less tangible but none the le^ voluable fringe benefits. 
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DIRECTORY 



The U,S. Qt?U Sarvicf Comsnlisioa ©ffen Federal 
ploymcDt isfoimatio& tbrough m naUonwide naivrork of 
Federal Job laformaUop' Cei^teri^ 

For an aniwer to your quefiUon* ahmi Fedeml eniploy' 
mttiU yo^ vUll, write, ©r call the near^t Federal Job 
lofornaidoD Center^the loctl addresa a&d lalephcse num* 
ber are listed beside eaeh city in the netwofL If ^cu tre 
k^t^ ouUid# a locdl dialiag urem^ yoa eu call the tQll-ir^ 
ttotsb^ lilted for jour State, 

{A toll-free sumbef cannot be dialed from ootdde tba 
State ifbers it it Uited. Ai witb giber long^dist&se^ c^li, 
tbe QperitDr may for jour sumber^yom "mil not be 
eb«rged lor ibe ^L) 

Some Job Isfomatiots Centen protide IsfoimatiQn 
gardlaff jebi Is other jurfsdictioBs Mtf* couBt^i mt at&ta)^ 
Thorn Is terfDvera mental Job IsfDrmatiott Ceatari arc idm^ 
tifiad below by a bidlet > 

Tbe Cinl Service Commjailon iayit^ yaQ to csU and 
tilk with our ioformatlon tpecialista before writing a lett^ 
m SUitig QUI a Job application. iDformation ipecialiat& ctm 
miUl JO a job annouscemeais, appiicaiioa forM, and pan> 
piilct*. A esU £4n aave you valuable time and efioft 

F«deral Job Information Centers are ©pen to serve yon 
Mondaj tbrouib Fridayt except holldaym, 

F^eral Job Injtonnailon Centeri 

ALABAMA 

BiEiwsBAMj loeai area eall (205) 3214601 

IS Souib 20th Street^ Danieli BIdg.; 35203. 
HiJTOmLEi In local area call {205} 453.S07P. 

loyAerland Bldf., 806 GoYemor» Dr, SW.; 3S80L 
• HoBiLEi In local area call <2DS) 69a21ia 

Fint National Bld^, 107 St, Francia St.; 3660" 
MoPi^QM^Tt la local area caH <205) 265-561 1, ei^ 32L 

m Stiu^ Court Street; S61D4 
In o^m K Alabama localioni dial 1 
la other S, Alabama locations dial 1 

ALASKA 

AKea©iA€Ei In local ar^ caD (907) 2654751^ eict, 753L 

HiU Bldg^ 632 Sixth Av^i 9950L 
FAms^HiEii la locid area caU (907) 

Rampirt Bldi.* Suite 7, 529 FifA Ave.; 9970U 
JVHMi fa local area caU (907) §86^713$. 

Federd Bldg,, Room M2i; Smh 
Jm olber ^aAa Jocadons did the loai^stance operator 

and ask for Zeu^ 1600. (Tolj-Frea) 

ARIZONA 

pHOiifiif Is l^al area caU (602) 261473$* 

Cen^d Ami 85004, 
Tu^ni In local area caU (602) 79Mi73, 

Fed^ Bldg., Rm. 105, Scett & Broadway SH-i 85702. 
Ill oth^ Ari^ua localioni dial 1^800^2^4037, 

ARKi^SAS 

UmE iLotKt In local area call (501) 37S 5842. 

Fid^ Bidg., Em. 1319, 700 "W, Capitol Ave,! 7220L 
otb^ Arkassii locaijons dial •^800482*9300. 

CAUFORIfl^ 

FmeinOi In local area call (2^ 487^50^ 

Fcd^ Bldi, Rm. 2011, 1130 St.i 93721. 
t&n^ Bt^cHi In lecal area cdl (213) 591 233U 

1340 Pine Av^i 9^1^ 
tos Ammmt U local area caU <213) 638-5360. 

Eastm ^lu^ia fildg^ 8S1 S. Broadwari 
OiiCULffn- Id locd area cdl (41S) 27M21L 

ISIS Clay Slri^i; 94612. 
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SAmiMimoj In ke«l »fea e*U {916) 

San BaiKuiDiiiQi la lodJ wei (714) ^ 

" - 3^? saO Ceurt Sti 

Sam Dueos Is m tm^ <714> ^3416$. 

Stills 110 ¥«t C Bui 9210L 
SAffTA AHAE is Ipcd are* caU «14) 836-2^. 

Sak JoiEi la laeal eaU im} WIB^im. 

IDS 1^. lit BL, 217; ^113^ 
Vaii Ndysj la loed ire* odl (213) 7B7«IU est 4S8. 

7413 Ya^ l^yfi Sivd; 
Sam pEAHciscOi la loc*3 msnm eafl (411) ^^7. 

SAWi. MA«AViriDca eiD (|^) ^-9719, . 

Pe.t mm Bldf., Im ^ m WsCypw ^ 

C^Avm^ Ce3ii«* M Nom S PemdcH Fr^i^ 

Susldaii. Sutur, T^ma, TiW^, Wife, 
952-5^ * , . J ^ 

Oi^ Stfita Solan© and SoDoma Coon w a«l 

In other CiliforBia l«caUofi* witoi Kot, 1o« Ang^^ 
Saa Ws Qbiipo. Suta Barbara and V^tnra C^mM. 
did l«^3^4S9a tt- 

la otfe^ Califortta IcKieoni ^^^l.^^,^^?!*^,''"'^^ 
Saa Berii«dlii» C©usb« dial 1^|00472^1. 

la oihtr laeitloiM ^thia San Diego asd Imp^al Cousli^ 

• De«w la lo^ ™ ^ (303) 837^SS0| 

Pc«it Dffiea Bidi, Bffi. m 182B Stottt Sy SOm 
la cthtr Colorado lecatiena dliJ 1400-332-1510* 



coNNEcncirr 



WaJirFOTOJ la 1^ sraa eall (203) ^3096. 

Fed*^al Bid*. Hm. 717; 4S0 MamSt j 06m 
la ©Air C©iD€c^eelIocatiOBa dial l^W^la^ 

DELAITARB 

a -WfL^iHWJfi In Iccal area cdfl <3p) S7l42a 

Federal Bldg., 844 King ^«WtU^^^« 
la oA^ Delawe localloia ^al 1300-29^^fla 

DISTRICT OF COLU»IBU 

Moto Amk' la local area dial 7^ 9616. 

US. Ciffl Service Gommkao^ 19^ E St. 
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FLORIDA. 

• UMommM*. In i~ ^ <W) 39Mi» 

2747 Art Muaean Smtte 2; 
ifUMi*, la locrf ir«i ciU (3^) 3504^ 
909 M Adi Bmte 400| ^13L 

• OaLAif^i la 1^ aw ean (9045 S94^377L 

3101 Haandre Nfi| 3^^ 
a PrnnmACsX^lo^ im edl (904) «4^m 

SO Em Cardes Si| ^SOl, 
a TaMFAt Is 1^ a™ caU CSIB) ^7l» ^ , 

^ett laak Office Bldg., Suite 4^, 1000 -^U^ 

Sl* 31602. . * 

la ©tbi l^iioM ^« ©f At ApdacWeoU ffid 



la oth^ loaatloQi wt of the Apalaehleola Rifer did 
1400432^m 

GEORGIA 

ATtAHTA: Ita locd ara* eall (404) 526^1S, 
F^^d Bldf.! m Peacbtfcc St NEi 30303. 

in oAct aorthara faor^a locationi dial 1400^24670. 

Mac^ifriB loeal area edl (912) 74S^216U ^t. 2401, 
Fed«l Bld^» 451 Conege it; 3120L 
other •QUlhgrn Gtorpa locafioM dial l«0^-9&43* 

HA WAD 

HoHOiOTV (and Ldiad of Oiho) i M im) S4M600, 
10^ Bidbep Sl, Suite ISOO; 96811. ^ . 

Tstm Hawaum lalaodi ^ the op^tor md Uk lor 
*&lt^riai* (Tgll Frea) . . ^ / 

Boi^itloekafiia^ (OT) S^Sni, ^2427, 

Fdl^ ffl^ U-S. CoM^OBa^ Ito. 663, 550 w. F^ 
Sti p70S, ' 

lb €^ loe^on ^ ^<W432^I4 

nXJNCMS^ ; ^ V - * 

CaieA^^ls^ wa^ (^W 

KAa^ Hdfe* to. IMI, a9 1 Dwbea Sti 60004. 
Ed. t Xa teal area wfl (109) 78M395. ^ 

JW^llfeh St.; 6120L ^ 
WAU«Ajff la araaaail (512) 336^7m 

^04 WaaUngtoB St^ Wta 200; 60m . 
In Si. Qair it Madiaoa Ceuntieii U ^mm mm AJW, 

CoUmaffllep Bdwafdafaii or Wood Eiw, did Opmtor 

and ask for "Enti^riiis" 1191 

If c^ng frois ielle^^ Bttt St Xod% Idfment, 
Fwbari, Granite □iT. Lcbaae^ Hiar Ato^ or 
OTaUsa, dial Operator «d aak lor 'ItoicipBK 

la ether EUiaQia lociaosa £al *^^972«SS, 

mDIANA 

iFrpiAKAPQUS. IsleealareacaB (317) 633^(662. 

C^tury Bldi^ Ra. 102i 36 Pa. St.| 46204, 
In oih^ Indiana \omkm dad *-8^3S2^1030. 

IOWA 

MoiFfEi: Ib loed am €^ tSlS) ^44546. 
191 Fcderd BWg^210 17abut Street; 50309. 
la olier Iowa loeidoBi did 1^600-362^2066* 

KANSAS 

Wichfta: Ita loed «^ cdl (316) ^7;^llf J^.™. 

Oac^Twaa^ Bldg. Ibl 101. 120 S. Marte St ; 67202. 
la htspm^mh Coaatyp dial Operatar aed aafe for 30113. 
Im Kanw locatf ona did 1^-362-^93* 

KENTUCKY 

JjouuvrnMi fa lo^ ar^ (502) ^Ml» _ 
Federd Bldg^ to. 167, 600 Federal Wl% 40202. 
ia o^er Keatneky leaiuwa did 1-60^2^4^, 

LOUISIANA 

Hew Orl^hs- In lo^ area edl (504) 527=27^ 

Fed^ Bldf. Bcu^i m Soath St| 7013a 
la Qi^&t Loaidaaa hm^cm dBd 1-800-362-^lL 

AueuiTAi la locd arei cafl (^) 6^^171, m 

Fedei^ Bldg^ ^ fill Sewdl Bl & Weslem Ami 
^ 0^^ 

la otfi^ Maiae loaaaoaa did l«0-4S2«m ^ 

•B«l«r yp Uikg^tast* didlbs iBawUoM is 3f«r lee^ P^eM boat 
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MARYLAND 

B41TIMOREI Ifl loe^ «re* ciU (301) 962:3826. 

Federal BIdg.f Lombard SL & Hopkini FU 21201, 
DC M^THO AR^Vln loeal .fea e.U <202) ?37-|6l6 

U S CivU ^nieE Commiailofl. 1900 E St N,W.| 20411 
In otbir MaiyUnd Ipcatioa* di^ 1400492 9S15; 

MASSACHUSETTS 

Boston: Id local a«a esU (617) 223 2S71. 

J. MeCormiEk Post Office & (^urlheuia, Km. iuu#i 

SFiuSe^™^- la 1o€al area caU (413) 781^24^, est. m. 

436 D wight Si-, Rm, 201 1 01103. 
is o^cr Massacliysetu loeaUoni dial 1^^-162L 

MICHIGAN 

DrmoiT: In Icc^ *^ea caU (313) 225^6980, . 

Ufayatte Bldg.. Lobbf, 144 W. Ufayaite St; 48m 
In otter Miehigan iDcatioai diil »400^5724m 

MINNESOTA 

TwiFi QTmi In loeil &rei call (612) 7^3355. ^ ^ 
FfJeral Bldg.. Rffl. 196, Fl Snallmg, Twm Oumi 
S511L 

Id d£^^ MinneaoU locatioBi dial 140a55^1244. 

MISSISSIPPI 

JacitsoKt In local area caU (601) 948-7821, ext. 596, 

802 State St; 3920L 
Ift oiha Mississippi lecations dial 1^00^^-8090. 

MISSOURI 

ClTT I U local area caU (816) 3744702. 
Jedenii Bldg.. Rm. 129, 601 E. 12tli Sm ^'^^.^ 

Id ©ier westera Missouri jDcalioni diaJ 1-800-892-765(1 

St. Louisi la iocal area caU <3i4) 622^^. 

Federal Bldfr. Rm, 1712, 1520 Market S^; mm, 

im §L Gfllr & Madiioa Counriei, nUDOii^H calhng Iwtm 
Altaa, Collinsvflle, Edwardsville or Wood Riw^ diU 
OpefsiDf and aik for ''Enierpriie" 1192. 
If caUifii from Belleville, Eail St. LduIi, EdiCTnonW 
Frefburg, Giinite Qif, Labanoft, New Aihesi or 
OTaUon. dial Operator and ask for -Enterpnic 
41192. 

In etb^ eastern Missouri locaiioas dial 1-80O49M71L 

MONTANA 

HtLEiia: la locid area caU (406) ^2 9040, en. 338S. 

IBM Bidg^ 130 Neil Ave.^ 5960L 
In other Mors tana loeaUcBs dial *^00 332 3410. 

NEBRASKA. 

Omaha- Id local area call (402) 221 381S. 

V B Counhotiie and Foil Office Bldg,, Rra. 101*p 
215 N. ITth St ; 68m ^^^^ 

Ib otter Nebraska locaoons dial 1-800 642-9303. 

NEVADA 

Las Vecas.' In local area call (702) 385^63^.: 
Federal Bldg., 3W Us Vegts Blvd. S.; 89101. 

• REHoi la local area caU (702) 784453S. 
Mala Poit Office, Rm. 238 ; 89505. 

la ether Nevada locations dial *400-992.iOM. 

NE^ HAMPSHIRE 

FoBTSMom^^ Ib local area call (603) 436-77^. e«L 76t 
Fed^d Bldi., Rm 104, Daniel & Peiih^ow Sta.; 
03801^ 

la other New HampiHre locatloBa did 1^80^S82^7m 



mW JERSEY 

Newark^ In locil arec caU (201 ) 645-3673. 

redejil Bldg., 970 Broad St; 07102. 
PatersuNi la Jocai area caU (201J 278-9&O0 est 320. 
U.a Poat Office 194 Ward St; 07501. 

• Trentoai In local area call (609) 599^3511 ^t, 3?3* 
402 Eait Sute Street; 0&6^. 

Is Camden Co^tx dial 541>0W^ 
In other New Jersej locaUona dia] 8M-242 587a 

NEW MEXICO 

Albuquerqiji^ Id Ioc^ araacJl (SOS) 765-2SS7, 

Federd Bldg., 421 Gold Ai^ SW.\ fiTlOl^ 
la Dooa Ana and Olero CouaUes dial 1^311-1013. 
in other New MesJco locaUoni dial *,S0CM326a3Z . 

NEV YORK 

Albany^ In local area caU (518) 472-3313 or 3314 

U.S. Post Office & Federml Office Bldg, Rm. 307; 122^17, 
Bnonth U loeal area eaU (212) 29246^. 

S90Grarid Coneourse; IWSl. 
BROOKLYN: In loeaJ areae^ (212) 596 SOOS or 6434. 

271 Cadmaa PlaM^ East; 1120L 
Buffalo I In loeaJ arei c&U (716) 842-2834. 
Ill Hufoa St., Ra, iSl 14202. 

• Hempstead* Ib loci area caU (516) 483-2661 
175 FultoB Ava., Km 402; 1155D- 

• Jamaica- In local areacaU (212) 5264192, 
Title GuaraQfee Co. Bldg.; 90^1 6Ut Su Bm. 200; 
1143a 

New York Cmi In local area caU (212) 264^04a 

Federal Bldg., 26 Federal Pliza- lOOOT- 
Sybacoie-- In local area ciU C31S) 473;S660- 

O'Donald Bldi.. 301 Eric Bhd 13202. 
In upiUte New York locatf oas dial •^00-962 1470. 
In downstate New York counties of Safiolk, Doteliesa, Bock- 
lani Orisie, PuinaHs aod N. 'Weitche^ter dial SOD- 
522^7407; in 4e counties of Nasiau aad 5, Westchester 
iiaJ (212) 26i04m 

NORTH CAROmVA 

Raleigh^ In local area call (919) 7B5-4361. 

Federal Bldg., 310 New Bern A^e.. FO. Bo* 25069; 
2760L 

In other North Carolina locatf ons dial 1^800-662.77^. 

NORTH DAKOTA 

Fabgo. In local area caU (701) 237^771, e«t.3^. 

Federal BJd|., Rm- 202, 657 Second Ave- N.; B8102. 
In other North DakoU locations did •-80O^2^7BL 

OHIO 

Dncinmatii la local area caU (513) 684-235V^^ 

Federal Bldg,, Km. 1OS03, SSO Maio SU 45202. 
CLEVrLAKDf In local area caU <2i6) 5224232. 

Federal Bldg., 1240 Miatb St.; 44199. 
In other northern 0^0 locatlpai dial 140O 362'29lO. 
COLUMBUS: In local area call (614) 469-5640, 

Federal Bldg.* Km. US, fiS Marconi 51*4; 4321S. 
Dayton- In local area call (513) 4614830, eru SWO* 

Grant^Deneau Bldg-/RirL,610; 40 ^. Fourth Su; 41401 
In other muihm Ohio locsiioni dial •400^762-2431. 

1 OKLAHOl^IA 

: Oklahoma Citt- Id local area cmH (405) 23149«, 
210 NW Sislh St, I 73101 
In other OUahoioa locailona dial 1^422^3781. 
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OUEGON 

PoRTLANDi In iocil ifet ciU (503 ) 221-3141. 

Mulinomali Bldg., Lobby; 319 SV. Pine Sl; 97204, 
In olhcf Oreiea lociUcni dial •^00-4524910* 

PENNSyLVAMA 

• Harhi^j If> iocaUrea call <?U) r?^^^M. 

F^dvtAl nidg., 1/108. 
Philapelphia: la local ar^ call {2U) a97'7440, 

Williftm J. Cte^tu Jr. Fdersi B]dr., 6O0 Arch SUi 

19106. 

PiTtsBUSGH^ In loeal are* (412) &44-2755. 

Federal Bldg., 1000 Ubirt? Avei 152^ 
WiLKEs^BAFmE: lnloc^sre*caIh (717) e^^fiS^ 

Veierani AdmlttiJWmtion Bldi^ Rm- 1^, 1^ N. Wftia 

St; 187WL 
la Casiden County, N J. dial S41MJa 
Id other w\m Tmtx^hsnU dill ia004624O^ 

la Diber ^ntfaj asd westOT PfiMiylvania Jocaiions di^ 

1^242-0518, 

PUERTO RICO 

San JuAHi The local Bumbef is (809) 76S0404, «L 209^ 
Pan Am Bldg.* 255 Poaci Leon Am-, Hsto ^mjt 
P.R. 0C917, ^ ^ . , 

ToU^free tdepboae sefTice « apt avMlatle from citt^ 
IpcatiDM^ 

RHODE ISLAND 

PbqvidekcEi The Iwsl num'ber i» (401 ) 528-^7. 

Federal aad Post Office Bldg-i 310, KenDftdy Plaia; 

02903. - , t 1. ^ 

lo otbar Rhode lilaad locktioiis dial 2M ind ask Uie lesi^ 
dliunca ©peralor lo plae« a eollcci call to the Profi 
denec Area Office, U J. CivU Sam^e Commiisloa, ml the 
above nttmber^ You -will not be chafgei 

SOUTH CAROLEVA 

CHAHLUrofi2 lu local area eail (£03) 5774171, e*t BM. 

Federal Bldg., 334 Maetini St I 29403. 
Columbia- la local »fca caU (803) 765^387, 

1802 Sumter St; 2920L 
lo otber Soutb Caroliuf loeJlioos dial 1 800^9^ S79a 

SOUTH DAKOTA 

RAFm Cmt la loc^ area call (60S) 348 222L 

Room 201, Fedlral Bldg^-^US. Court Houie, SIS M 
Street, ST70t 

Id other South PakoU loeitioos dlU M0O'742^SW. 

TEiVNESSEE 

« MeMfris: In local area caU (901) S3M956. 

Federal BIdg., 167 N. WsIb SU{ 38103. 
NASHViLtE^ In local area call (615) 7#9.5#S, 

Km. 81S, 1719 Wmi End BId|.; 37m 
Iq other Tennessee locations dial 1.80O-S82429L 

TEXAS 

Aij?t i7*- Is 1^«3 are* diayi (312) 3974^0. 

300 E 8^ St, Rm. 566; 7B70L 
Corpus CKRiitii U local are* M U12) SS3 SSU, est, 3S2. 

Post^ Sutiofi^ to. lOSp 701 Upper 

Broadway i 7840L 
BAiXA%z in local area ^ (214) 749-3154 

Rtt. IC4^ 1100 Commerce Bu t 73202. 
In other nortbera t^aa locatjow di^ 1^492-4400, 
El pAiei In l^al area caU (WS) ^-9351, ext 5388, 

Niiional B*nk BIdg., 411 rl- Sxmm Bu 7990L 
Id other western TeiM locatloBi dial * -800=592-7000- 



Id Dona Ana aod Otero Coyailei, Ke'w Hexic© dial l-800» 

Fo^r W^ORTH! In local area call (IOC) 492 4400. 

819 Taylor St I 76102. 
HAiiuiN^EM! In local arM eall (512) 4^-6551 

320 Mil* Bldf,, 513 E Jackian St; 7870L 
Hous7oi<: la local area caU (713) 226-5501 

702 Carsliae Sl\ 77002. 
In othtr Gulf Coait Teiu locationa did l-aDO^^4970. 
Shfi Antonio 1 In local area call (512) 2254S11, exL 4S43. 

^ Easi Durioio Blf4| 782^ 
lo other south Central Texaa locaUoftB did 1^0O>292-S6lL 

UTAB ' . ^ ^ 

OcnER- la local are^ ^ (801) 399=€SSi - ^ 

Federal Bldf.. Bm, 1407 ^ 324 254 St,^ W40L ' 
Salt Uke Cm: la locd arc* taJl ml) 5244744. ' 
' Feder^ BldR. Anneal 135 S. Slate St.! 84111. ^ 
In cifao^ Utah location* dial I4i00-«2^^SS, , 

VERMONT' ^'^^ 

BcmuN^&lfi t local area caU (802) 862^1, ert, 259, 
Federal Bldg., Km. 317, itowood A?c. 4 FcJtfl SL| 
054DL 

la other VenQo&t locatioj^ dial 14B0M^^1M 
VIRGE«A . 

KoRFCLK: In loc^ area call (804) 525^11. 
415 5^ Paul'i BItA; 23Sm 

• BiCHMOKD- In local aria caU (804) 783^2732. 

FederaJ Bldg.; 400 N. Eiibth St.; 23240. 
D.C AlETO© Area: In local area call (202) 737^9616. 

U.S. QtU Ser^cc CommiiiioB, 19O0 1 St NW,, 20115, 
la ether Vlrpflj* locitieni dial 1^00-5828171, ^ 

VASHDNGTON 

Seattle! In loc^ area call (206) 44243S5. 

Federal Ofica Bldg., First Ave, & hfadisun St; 98101 
« la local area caU (2Q€) 4644M 

2304 East ^f8dlian Street | 98101 
Spgic AFcm- la local area caU (509) 456^2534 

UJ. Post Office, Rm, 200, 904 HiVemldc; 99220» 
tACQMaf In local araacaU (206) h93SM, 

Wailiingteri Bldg.; Rm. 610; 1019 Pacific Am| 9Sm 
ykficouymi The loc3 number is 693^541- 
la other Washington locations 3lal * -800 552^0714. 

VEST VIRGIMA 

• Charlutoni la local area ciOl (30*) 34$ 6181. est 226. 

Federal Bldg,, 500 Quatrier St| 2530L 
la ©iber Weit Virpnl* locatiooi diad *^00-642>9027, 

VISCONSW 

• ^fAfiisOffi ^ local are* mJI (6^) ^25240, 

I Wui Wilson St, Room 244; 53705^ 
WiiWAUKEE: la local areacaU (414) 224.3761. 

Plioidnton Bldf^ Rm. ^S; 161 WifCoDsiii Ami 
§3203, 

la mhtt Viscoarin locations dial •W-242^919k 

CHtrE^mt In local are* caU im) 778^2220, ext 2108. 

Tetoii Bldg,, Em, 108, 18C^ Capitol Aw^\ 8200L 
In etber Wyoming locationi dial 1^800^2-2766. 
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APPENDIX 0 



VETERANS FEDERAL EMPLOYMENT REPRESENTATIVES 



Atlantq Region ^ Cornprised of Alabarnn^ Kentucky, North CorDlina^ SouHi 

" rolina, Georgia^ FlDrida, Tennessee^ and Missiislppi 

Timothy J. Mullii, VFER 
Civil Service Commission 
1340 Sprinp Street, NV,^ 

Atlanta, Georgia mm (404) 526-2155 

Boston Keg I on - Comprised of Connect leut. Mains, New Hampshir©^ Vermont 

Massachusetts, and Rhode Island 

Phillip G. Pendel, VFER 
Civil Service Commiiilon 

John W. McCormaek Post Office & CourthDuie 

Boston, Massachusttts 02109 (617) 223-2555 

Chicago Region Comprised of Michigan, Wisconsin, Illinois,. Minnesota, 

Indiana, and Ohio 

John J. McGuire, VFER 
Civil Service Commission 
Federal Office Bgilding^ 29th Floor 
230 South Dearborn Street 

Chicago, Illinois 60604 (312) 353-2920 

Dallas Region - Arkansas, New MeKico, Oklahoma^ Louisiana, and Texas 

James E. Wilson, VFER, CSC 
1 100 Commerce Street, 4th Floor 

Dallas, Texas 75202 (214) 749«34l7 

Denver Region '-Comprised of Colorado, Utalr) North Dakota, South DakotQ, 

Montana, and Wyoming 

William P. Hubbard, VFER 

Civil Service Commission 

Building 20, Denver Federal Center 

Denver, Colorado 80225 (303) 234-2064 

New York Region - Comprised of New Jersey, Puerto Rico, Naw^ York^ and 

Virgin Islandb 

Thomas J. Kelley, VFER 

Civil Service Commisifon 

New Federal Building^ 26 Federal Plaza 

New York^ New York 1 0007 (2 12) 264-0466 



Philadeiphia Region 



- Comprised of Delaware, Maryiand, Virginia, West 
Virginia, and Pennsylvania 



Herman A, Shrut, VFER 

Civil Service Commisiion 

William J, Green, Jr., Federal Building 

600 Arch Street 

Philadelphia, Penniylvania 19106 (215) 597-4445 

St. Louis Region - Comprised of lowa^ Missouri, Kansas^ and Nebraska 



Gardner K. Harf, VFER 
Civil Service Commission 
1256 Federal Building 
1520 Market Street 

St. Louis, Missouri 63103 (314) 622-5866 



San Francisco Region ^ Comprised of California, Arizona, Hawaii, Nevada, and 

Pacific Ocean Area 

Donald R. Bohn, VFER, CSC 
Federal Building, Box 36010 
450 Golden Gate Avenue 

San Francisco, CalifDrnia 94102 (415) 556-0291 

Seattle Region - Comprised of Alaska, Idaho, Oregon, and Washington 

Reed E. Winters, VFER 
Civil Service Commission 
B085 Federal Office Building 
First Avenue and Madison Street 

Seattle, Washington 98104 (206) 442-5699 
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